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ABSTRACT
Information technology projects are considered an essential construct in achieving government
organisations' goals and objectives and improving overall performance. Given the need for
governments to invest in information technology to be innovative and competitive, the critical
factor in achieving optimal returns is the organisation's capabilities and skills to use digital
resources most effectively. However, governments around the world still feel anxious about
failing information technology projects in public organisations.
This study investigated the key determinants of business value related to information
technology projects using the information technology/business strategy alignment perspective.
The investigation aimed to provide a deeper understanding and a more comprehensive analysis
of key factors such as information technology governance mechanisms, top management and
organisation characteristics, quality of information technology project planning, organisational
performance, service innovation, and operational excellence. To address the research gap, a
research model was developed that draws on the Integrative Model of Information Technology
Business Value.
This study adopted a convergent mixed-methods (qualitative and quantitative) approach.
Qualitative (QUAL) data were collected via interviews with 28 top and middle managers from
7 seven selected large and medium-sized case study public-sector organisations in Saudi Arabia
and 3 experts from 3 different global companies. The interviews were analysed using NVivo
12. Quantitative (QUAN) data were collected via an online survey of 198 participants working
across 148 public sector organisations in Saudi Arabia. The survey results were evaluated online
using the Structural Equation Modelling tool, PLS-SEM. Comparison of the quantitative and
qualitative results was conducted by establishing the meta-inferences to provide a deeper and
more comprehensive understanding of the research phenomenon.
The results of this study indicated that the impacts of information technology governance
mechanisms on Business-Information Technology strategic alignment in the context of
information technology projects in the participating organisations were widespread. The
support of top management and the Chief Information Officer in the organisations to the
Steering Committees overseeing the information technology projects is an important factor for
project success. The evidence suggests that the lack of robust governance mechanisms in some
participating organisations contributed to information technology project failure at times, and
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some organisations did not have the governance mechanisms in place to determine their
priorities or investments in information technology projects properly.
This study also found that top management characteristics generally had a significant effect on
Business-Information Technology strategic alignment and information technology governance
mechanisms in relation to technology-based projects. The inconsistencies around middle
management’s involvement in business planning in the participating organisations, along with
the tendency for Information Technology Departments to control technology-based strategic
planning were found to place a strain on effective governance of technology projects. However,
this study found that top management was generally supportive of information technology
project planning.
The results revealed that the hierarchical and bureaucratic structures of the participating
organisations were found to hinder the chances of technology project success. This was
primarily due to conflicting and overlapping powers and the duplication of tasks and
responsibilities across different departments and units. In addition, the organisational culture in
terms of employee attitudes to information technology project innovation and their participation
in decision making was also found to moderate the relationship between Business-Information
Technology strategic alignment and the quality of its information technology project planning.
Lastly, this study found that the quality of information technology project planning in the
participating Saudi public sector organisations had an impact on the organisation’s
performance, service innovation, and operational excellence. Regarding organisational
performance, the processes for allocating budgets for information technology projects and the
limited investment level in information technology projects have impacted the point of focus
for performance improvements. Specifically, the quality of services to customers rather than
overall organisational performance is prioritised.
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INTRODUCTION
This chapter provides a general introduction to this study undertaken for this thesis. The aim is
to establish the background context to the research investigation (section 1.1), the research
questions driving the investigation (section 1.2), and the significance of the research problem
more broadly (section 1.3), along with a brief introduction of the theoretical perspectives of
strategic alignment section (1.4). The chapter concludes with an outline of the organisation of
this thesis (section 1.5).
1.1 Background
Strategic alignment is considered an essential area of focus in the study of business value related
to information technology (IT) projects. (Acur, Kandemir & Boer 2012; Bergeron, Raymond
& Rivard 2004; Chan & Reich 2007a; Coltman et al. 2015; Dulipovici & Robey 2013; Gerow
et al. 2014; Kearns & Lederer 2003; Kearns & Sabherwal 2006; McLaren et al. 2011) Therefore,
it is not surprising that this topic has remained a top management priority for business and IT
executives (Gerow et al. 2014, 2015; Ilmudeen et al. 2019; Kaplan & Norton 2005; Preston &
Karahanna 2009; Tallon & Pinsonneault 2011; Wu et al. 2015). Strategic alignment or the
degree of ‘‘fit’’ between a firm’s IT strategy and business strategy (Bergeron et al. 2004; Cui
et al. 2015b; Street, Gallupe & Baker 2017) is considered a critical concept in our understanding
of the way “organizations can translate their deployment of information technology (IT) into
actual increases in performance” (Bergeron et al. 2004). Business-IT strategic alignment is an
enabler of business performance (Coltman et al. 2015; Cui et al. 2015b; Kearns & Sabherwal
2006) and a factor of critical importance and continuous challenge within the information
systems (IS) discipline (Gerow et al. 2014; Luftman & Derksen 2012).
Several research streams have been used to study strategic alignment. In turn, they have
generated different models and theoretical explanations for how IT alignment creates business
value (Coltman et al. 2015; Reynolds & Yetton 2015). The main argument of all these studies
is that “organizations will perform well when key IT resources – physical IT infrastructure
components, technical and context managerial IT skills, and knowledge assets − are aligned
with business strategy and when appropriate structures are used to supervise the deployment
and effective management of these resources” (Coltman et al. 2015).
The strategic alignment model (SAM) developed by Henderson and Venkatram (1993) is a
widely-used framework in the field. Indeed, the SAM is an IT/business management system
1

that enables the successful implementation of information systems/technology and businesses
and their resulting infrastructural components (Aversano, Grasso & Tortorella 2010; Henderson
& Venkatraman 1993). Henderson and Venkatraman (1993) have further argued that the
incapacity to capture IT-enabled business value can be in part explained by the lack of fit in a
firm between its IT strategy and business strategy. While the SAM is useful for identifying
various levels of alignment, it mainly focuses on different domains of strategic choices to
provide management with practices recommendations (Goepp & Avila 2015). As such, the
framework focuses less on the alignment at the operational and tactical levels (Chen 2010;
Goepp & Avila 2015)
From a theoretical perspective, the resource-based view Theory (RBV) has been used by
researchers to develop a research model that investigates how strategic IT alignment can
produce improved organisational strategies to achieve competitive advantage (Kearns &
Lederer 2003). This reveals that multiple constructs best explain strategic IT alignment. In
addition, “alignment between the IT plan and the business plan is significantly related to the
use of IT for competitive advantage” (Kearns & Lederer, 2003, p 1). This highlights the
importance of “fit” between a firm’s “IT plan”, and “business plan” when examining IS
alignment (Coltman et al. 2015; Kearns & Lederer 2003) given that Business-IT strategic
alignment impacts IT project planning quality and, in turn, business performance (Kearns &
Sabherwal 2006).
Regarding the dimensions and performance impacts of IT, strategy, and the strategic alignment
between structures (i.e. business structure, IT strategy, and IT structure), evidence shows that
low-performance organisations exhibit a “conflictual coalignment pattern” (Bergeron et al.
2004 p.1003). Conversely, a positive relationship between “alignment and perceived IT
business value in the value chain processes’” has been shown to improve organisational
performance (Tallon 2007a, p. 227). Thus, an important area of focus for managers is the steps
they are taking to align IT and business strategies and how IT can support individual processes
rather than an entire strategy (Tallon 2007a). For instance, IT flexibility and breadth has been
linked to innovation in organisations both in terms of operational approaches and volume (Cui
et al. 2015, p. 348). Such outcomes, in turn, have the potential to enhance organisational
performance in terms of sales growth (Cui et al. 2015).
Contingency variables such as strategy, culture, employee relations, lifecycle, and customer
focus can also play an important role in helping to “shape strategic alignment between the SMEs
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[small and medium enterprises] and their environments” (McAdam et al. 2016, p. 1). A
significant predictor of alignment between a firm’s IS and business strategies, for instance, is
the mutual understanding between the Chief Executive Officer (CEO) and Chief Information
Officer (CIO). According to Johnson and Lederer (2010, p. 138), mutual understanding top
management among is crucial to fostering a positive contribution from IS towards business
performance (2010, p. 138). In addition, the relationship between an organisation’s capabilities
and the e-business context in which it is operating is believed to be mediated by strategic
alignment (Rashidirad, Soltani & Syed 2013). Moreover, Business-IT alignment has been
shown to mediate the relationship between IT governance mechanisms and alignment outcomes
such as organisational performance (Wu et al. 2015). Finally, IT planning and shared domain
knowledge such as top management (TM) knowledge of IT, TM participation in business
planning, and strategic IT planning participation have been identified as important factors when
assessing the impacts of contextual factors on Business-IT strategic alignment (Kearns &
Sabherwal 2006). Despite this importance, however, the “role of IT projects in the relationship
between alignment and business effects of IT, have not been explicitly examined” (Kearns &
Sabherwal 2006).
From the above discussion, it is evident that industry and academic insiders have proposed a
set of useful theoretical viewpoints for understanding strategic alignment (Henderson &
Venkatraman 1993; Johnson & Lederer 2010; Kearns & Lederer 2003; Kearns & Sabherwal
2006; McAdam, Miller & McSorley 2016; Wu et al. 2015) However, a gap remains in the
understanding of the role of IT projects in the context of strategic alignment assessment.
Therefore, this research is an initial attempt to bridge the existing knowledge gap in the field.
More specifically, this research draws on the collection and analysis of both quantitative and
qualitative data pertaining to issues of strategic alignment to answer the following research
questions:
1.2 Research Questions
1. What is the impact of IT governance mechanisms on Business-IT strategic alignment in
the context of IT projects in Saudi Arabia public sector?
2. What are the effects of top management (TM) characteristics (e.g., TM support, TM
knowledge of IT, TM participation in business planning, and participation in strategic
IT planning) on business-IT strategic alignment and IT governance mechanisms in the
context of IT projects in Saudi Arabia public sector?
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3. What is the impact of business-IT strategic alignment on IT project planning quality and
moderating the impact of organisational characteristics on this relationship in Saudi
Arabia public sector?
4. What is the impact of the quality of IT project planning on IT project outcomes
(organisational performance, service innovation, and operational excellence) in Saudi
Arabia public sector?

1.3 Significance of the Research Problem
Though many public-sector organisations deliver IT projects on budget and on time, few report
on how they measure and identify the benefits supposedly arising from those projects and
project (Gerow et al. 2014; Sanchez, Terlizzi & de Moraes 2017; Wu et al. 2015). IT project
failure can have distinct and grave effect on an organisation’s prospects. The concern is that
organisations with low levels of Business-IT strategy alignment are less effectiveness than the
organisations with high level alignment (Benbya & McKelvey 2006; Gerow et al. 2014; Jerry
2004). How business-IT strategy misalignment is conceptualised will strongly influence the
processes undertaken to identify the misalignment indicators and to implement solutions
(Tallon 2007). Schniederjans and Cao (2009), for instance, conceptualise misalignment as a
mismatch between functional-level strategic planning and support for business-level strategies.
Misalignment has also been conceptualised as a coordination issue, whereby poor coordination
exists between business and IT to deliver the coherent management of information to meet
business needs (Alhassan & Ochoche 2013; Mohammed & Alsudiri 2013)
Moreover, understanding and achieving IT alignment has become more complex due to rapid
advances in technology and digitalisation (Wu et al. 2015). Operations in government
organisations are increasingly digitised, and the strategies to achieve outcomes are increasing
in their sophistication (Dawes, Vidiasova & Parkhimovich 2016; Pavlou & El Sawy 2013). This
increases the challenges for governments implementing e-service platforms and places them
under pressure to be more flexible in response to these transformations and increasing industry
clock speed (Barrett et al. 2015; Pavlou & El Sawy 2013; Tallon & Pinsonneault 2011). This
points to the importance of researchers conducting comprehensive investigations into the
effectiveness of these transformations (Krotov 2015; Reynolds & Yetton 2015).
Another consideration around the significance of the research problem addressed in this study
is that the failure of IT projects in public organisations remains an ongoing concern for
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governments worldwide (Byrd, Lewis & Bryan 2006; Pardo & Dadayan 2006). Research shows
that 60 to 90% of organisations do not adequately implement ERP systems and that
approximately 90% of ERP projects go overtime or come in over budget (Abouzahra 2011).
Moreover, AlQashami and Heba (2015) found that only 32% of IT projects achieve their
objectives, with around 24% reporting failure. One of the leading factors contributing to such
project failures is the misalignment between IT projects and the business strategy (Alsudiri, AlKaraghouli & Eldabi 2013). As Barnes (2017) explains, a key reason for the misalignment to
occur is the limited information available to IT business leaders regarding the nature of the
relationship between project alignment, performance outputs, and successful project outcomes.
Further adding to the significance of the research problem is that the issue of how to
successfully implement IT projects is of high relevance to Saudi Arabia. There is presently a
range of technological, cultural, organisational, and social issues facing the Saudi government
to implement its National e-Government Strategy. Although SA is classified as a high-income
country, there is little research and insight to guide the successful adoption of digitalised
government services (Shehry et al. 2011). There have been only a limited number of studies to
focus on how organisations achieve the alignment between IT and business strategies while
developing or implementing IT projects. As such, there is no practical approach available to
test strategic alignment at the strategic planning level in Saudi Arabia (Alshehri & Drew 2010)
To date, there is a paucity of research provisions on how to achieve Business-IT alignment
effectively in large IT projects implemented in public-sector organisations in developing
countries (Al Omari & Barnes 2014). Indeed, studies in the field of Business-IT alignment are
mainly conducted in China, the United States, and Australia (Al-Hatmi 2013; Al Omari &
Barnes 2014). As a result, there is little empirical research on how to carry out a study of
alignment in the context of a large IT project in a public-sector organisation in a developing
country (Kearns & Sabherwal 2006). Most studies focused on separate aspects, and domains of
the alignment model (Al Omari & Barnes 2014) The research problem underpinning this thesis
is therefore significant because focuses on business/IT strategy alignment/misalignment issues
for public-sector organisations in SA. It thus has potential value to inform the Saudi
government’s national strategy to increase productivity and efficiency outcomes for publicsector organisations to diversify the economy.
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1.4 Theoretical Perspectives of Strategic Alignment
Various theoretical perspectives have been applied in the study of strategic alignment, including
the RBV Barney (Barney 1991) and Knowledge View (KV) approach.
1.4.1 Resource-based view, dynamic capability, and knowledge view
The RBV was developed by Barney(1991) as a strategic tool to facilitate understanding of the
source of a firm’s competitive advantage. He argued that to create and sustain a competitive
advantage, a firm should possess valuable, rare, inimitable and non-substitutable (VRIN)
resources. The RBV has been extensively used in IS research to identify IT resources leading
to improved organisational performance (Bharadwaj 2000; Hitt et al. 2000; Parida, Oghazi &
Cedergren 2016; Ravichandran, Lertwongsatien & Lertwongsatien 2005). The Dynamic
Capability (DC) approach was proposed by (Teece, Pisano & Shuen 1997) as an extension of
the RBV to explain how a firm creates and sustains a competitive advantage in dynamic and
turbulent environments. The DC has been proven to be a valuable theory in IS (Pavlou & El
Sawy 2006; Wheeler 2002; Zahra & George 2002). The knowledge view of an organisation is
also an extension of the RBV in which knowledge is at the core of competitive advantage
creation and realisation (Meso & Smith 2000).
Drawing on the RBV, Kearns and Lederer (2003) developed a research model that investigates
the way strategic IT alignment can produce improved organisational strategies and subsequent
competitive advantage. The authors found that multiple constructs best explain strategic IT
alignment. Similarly, Park et al. (2017) used the RBV to conceptualise internal and external IT
governance. Then, they propose three alignment types between approaches to governance and
assess their impact on organisational performance. Using data collected from 213 Korean
organisations, they found that a hierarchy-based alignment structure improves firms'
operational efficiency.
Kearns and Sabherwal (2006) used the knowledge view to explore strategic alignment between
business and IT and organisational outcomes. Using data collected from 274 senior information
officers, they found that firms that focus on knowledge management and the centralisation of
IT decision making impacted TM’s IT knowledge. In turn, this enables business managers'
participation in strategic IT planning and IT managers' participation in business planning, with
both planning behaviours impacted by Business-IT strategic alignment (2006, p. 130). The
paper emphases the importance of IT planning and a shared knowledge domain as important
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determinants when assessing the impacts of contextual factors on Business-IT strategic
alignment.
1.5 Thesis Structure
The thesis is structured as follows. Chapter 2 established the broader research context with
respect to Business-IT strategic alignment. In this chapter, various literature sources including
Business-IT strategic alignment studies, industry and government publications, and
commentary from experts in the field are reviewed to contextualise Business-IT strategic
alignment and its relation to IT projects as a determinant of business value. The key findings
from the review of this literature are discussed in relation to their implications for investigating
Business-IT strategic alignment and IT project-related business value in public sector
organisations in SA.
Chapter 3 introduces the research model developed for this study, the hypotheses to be tested,
and the overarching research questions and objectives. To begin, details are provided of the
model’s two exogenous (independent) variables: top management characteristics and IT
governance mechanisms and five endogenous (dependent) variables: business-IT strategic
alignment, quality of IT project planning, organizational performance, service innovation, and
operational excellence. Moreover, the moderating variable in the model is explained; namely,
the aim to identify the moderating effect of organisational characteristics on business-IT
alignment and quality of IT project planning. The moderating effect of TM characteristics on
the relationship between IT governance mechanisms and business-IT strategic alignment is also
explained. This chapter then describes the 17 hypotheses to be tested in the study, which are
loosely categorized under IT governance mechanisms, Business-IT strategic alignment, TM
characteristics, organizational characteristics, and quality of IT project planning.
Chapter 4 outlines the methodology adopted for the study. It includes details of the study design
and the rationale for adopting a case studies approach in particular. Also included in this chapter
are explanations and justifications related to recruitment (employees and organizations), the
data collection and analysis processes employed in the quantitative and qualitative components
of the study, and the main ethics considerations applied throughout the entire research
procedure.
Chapter 5 reports the qualitative data results of the study. The results are framed around the
main variable of interest identified in the research model developed for the study. Quotes from
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participants and detailed explanations are provided where appropriate to establish the relevance
and nature of the results.
Chapter 6 reports the quantitative data results of the study. The results are framed around the
17 hypotheses formulated for the study or their relation to employee and organizational
demographics. Descriptive statistics are provided to establish the significance of the
quantitative data results and their relevance to the research questions. Details of the data
analysis processes are also provided.
Chapter 7 provides a comprehensive discussion of the findings from both the quantitative and
qualitative data analyses. The main inferences to emerge from each data set are first discussed
separately; that is, the main inferences from the hypotheses testing followed by the main
inferences from the interviews with participants, followed by a discussion of the metainferences emergent from both data sets. Then, a discussion of the integrative inferences is
provided which identifies and discusses the convergences and divergences in the inferences
from the different data sets in relation to the main components of the research model as well as
the research questions.
Chapter 8 then provides a conclusion to the thesis. The aim here is to provide a general overview
and reiteration of the main findings of this study and how they contribute to answering the
research questions. Details of the overall contributions of this study to the field, the limitations
of the study, and the implications of its outcomes for future research are then provided to
conclude this thesis.
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LITERATURE REVIEW
This chapter provides a review of the literature on alignment in business and IT strategic
objectives. The review is framed within the understanding that the modern world has advanced
not only in its understanding of business processes but also technologically (Chatzoglou et al.
2011). Due to the strategic advancements in these two fields and the need to enhance investment
return (Bernroider 2008), most government institutions and businesses rely heavily on
alignment between their business and IT processes to achieve their core goals and objectives.
The general definitions outline in section 2.2, followed by measuring different alignments in
section 2.3. An overview of the Saudi Arabia Strategic Transformation Program, printed in
section 2.4. The review then concludes with a discussion of the literature gaps and their relation
to this research investigation presented in sections 2.5 to 2.7. This followed by a discussion of
the different conceptualisations of Business-IT strategy alignment and theoretical perspectives
of strategic alignment in section 2.8.
2.1 Introduction
Alignment between the firm’s business strategy and information technology (IT) strategy
“remains an important but elusive goal” for top management and IT specialists (Chan & Reich
2007, p.312). In turn, literature from the field identifies two distinct conceptualisations of
alignment; namely, alignment as a process that is ongoing, and which requires specific IT
capabilities and actions from management over time; and alignment as an end state with a
particular focus on antecedents, measures and outcomes (Chan & Reich 2007b). Notably, both
conceptualisations should be considered necessary and as interrelated if firms reap the benefits
of Business-IT alignments.
Given the need for firms to invest in IT if they are “to be innovative and competitive in today’s
global digital economy”, a critical factor in achieving optimal returns is the firm’s capabilities
and skills to put the digital resources to their most effective use (Grembergen & Haes 2018, p.
4877). This implies alignment between the firm’s capabilities and digital resources in terms of
strategic purpose and direction. Singh and Woo (2009, p. 177) have posited that such BusinessIT strategic alignment “is optimal when harmony exists between organizational and system
goals.”
2.2 Outline of General Definitions
Based on a review of the current literature, all related terms in this research are defined below.
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2.2.1 Strategy
Notably, ‘strategy’ is defined by Henderson and Venkatraman (1993, p. 472) in their Strategic
Alignment Model (SAM) as two sets of choices: one set related to the formulation of decisions
relevant to external competition and product development, and one set related to decisions
around the implementation of internal structures and capabilities in the firm to execute its
product and market choices. In terms of IT strategy more specifically, the authors suggest that
the primary ‘choices’ are related to the strategic alignment between external market positioning
and internal organisational infrastructure and the functional integration of the business and IT
entities (Henderson & Venkatraman 1993). Henderson and Venkatraman (1993, p. 476) further
asserted in their SAM that business and IT strategies are each comprised of three core elements:
scope, competencies, and governance. More recently, Bytheway (2014, p. 183) has asserted
that strategy is fundamentally about change and the development of “an integrated set of actions
to increase the long-term wellbeing and strength of the enterprise.” In this way, the potential
utilisation of IT and IS in an organisation has transitioned from the operational domain as an
automation tool to a critical strategic resource that is integral to creating business value
(Malyzhenkov & Ivanova 2014). However, as Bytheway (2014) further asserts, firms'
development is often just a summary of existing technology activities and plans instead of a
coherent business-based plan leading to inefﬁcient uses of resources and thus missed
opportunities for improving competitive advantage.
2.2.1.1 Information technology strategy
The continued adoption of internet-enabled technologies has revolutionised how things are
carried out in the contemporary world. Therefore, an IT strategy is defined as the identification
and adoption of relevant technologies necessary to meet any set objectives and goals by an
entity. Additionally, an IT strategy can be defined as the innovative IS approach to bring
technology into play. As a result of the wide use of IT, businesses worldwide have had no
choice but to incorporate IT in their daily operations (Martinez-Simarro, Devece & LlopisAlbert 2015; Seman & Salim 2013).
2.2.2. Alignment
According to the survey conducted in 2014 by the Society for Information Management (SIM),
Business-IT alignment is rated as the third highest priority or area of concern for top
management in organisations (Preston 2014). Alignment between business operations and IT
systems defines the extent to which “the business mission supports the information technology
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mission, objectives, and plans, support and business mission, objectives support the information
technology mission, objectives, and plans, support and, and plans” Aversano et al. (2012). As
such, the alignment is relevant the extent of the ‘fit’ among business-IT strategies and businessIT infrastructures (Henderson & Venkatraman 1993). The prevalent view in the literature is that
Business-IT strategic alignment exists when “goals, activities and processes of a business
organization are in harmony with the information systems supporting them” (Aversano et al.
2012, p. 155). At the functional level, improving alignment between the existing business
strategy and IT systems “is necessary for optimizing the effectiveness of the software support”
Aversano et al. (2012, p. 462). In turn, a high level of alignment between the two strategic
domains is deemed to have a positive influence on the effectiveness of the IT systems leading
to improved business performance Aversano et al. (Aversano et al. 2012; 2012).
Lastly, several antecedents to achieving robust strategic alignment between IT and business
entities have been identified in the literature. They include, but are not limited to, a shared
understanding between business and IT regarding IT's strategic objective, the IT governance
mechanisms, the maturity level of the enterprise architecture, and the strategic direction of the
organisation (Coltman et al. 2015, p. 91). In turn, to best define and measure business-IT
strategic alignment, there have been suggestions that business value or customer satisfaction be
applied as measurable goals rather than the organization's internal performance as such
indicators can lack practicality (Preston 2014).
2.2.2.1 Strategic alignment
Strategic alignment is the strength of the links “between an organisation’s overall goals and the
goals of each of the units that contribute to the success of those overall goals” (Andolsen 2007).
It is also the extent to which business strategies are enabled, supported, and stimulated by
information strategies (Broadbent and Weill 1993).
Based on the SAM and strategic alignment as defined by Henderson and Venkatraman, strategic
alignment comprises two important dimensions divided into two concepts: functional
integration and strategic fit. Functional integration represents horizontal integration, and
strategic fit represents the vertical definition of the strategic alignment framework (Chatzoglou
et al. 2011; Henderson & Venkatraman 1993)
Based on the SAM and strategic alignment as defined by Henderson and Venkatraman, strategic
alignment comprises two important dimensions divided into two concepts: functional
integration and strategic fit. Functional integration represents horizontal integration, and
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strategic fit represents the vertical definition of the strategic alignment framework (Chatzoglou
et al. 2011; Henderson & Venkatraman 1993).
2.2.2.2 Business alignment
Several scholars have defined business alignment. The term alignment was first mentioned in
the late 1970s and it has since attracted immense attention from scholars and researchers
(Hinkelmann, Merelli & Thönssen 2010). Companies, researchers, and practitioners have
proposed several studies (most of them are still in the embryonic stage of research) to determine
efficient alignment strategies and the connection between the business and IT strategies
(Hinkelmann et al. 2010).
2.2.2.3 Business-IT strategic alignment
Business and technological alignment define the level at which a business’ plans, objectives,
and missions (Chatzoglou et al. 2011) support the information communication and
technological plans, objectives, and support. Besides, this alignment involves integration and
fitness between the business and IT strategies and the business and IT infrastructure.
2.2.3 IT Governance mechanisms
IT governance is defined by Bowen et al. (2007) as “the IT-related decision-making structure
and methodologies implemented to plan, organize, and control IT activities” (p.194). Chong,
Tan and Felix (2012, p. 157) further define IT governance mechanisms as the “capacity of top
management to control the formulation and implementation of the IT strategy via organizational
structures and processes that produce desirable behaviours, which will ensure that IT initiatives
sustain and extend the organization’s strategy and objectives.”
2.2.4 Business value
Business value: is broadly defined as the contribution of IT to firm performance (Kobielus,
and Sutherland, 1988), Besides, it deals with the economic impacts of IT and its manifestations
(Rajiv & Varun 2008).
2.2.4.1 Alignment and business value
There has long been a focus in business sectors worldwide on the nature of the payoffs achieved
by a firm from its investment in IT; that is, the business value of investments in IS (Tallon &
Kraemer 1999). As Coltman et al. (2015) explained, the underlying assumption in Business-IT
alignment paradigms is that organisational performance is enhanced when core IT resources are
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in alignment with business strategy. Put succinctly by Yayla and Hu (2012, p. 373), the main
question for top management is the extent to which strategic alignment supports firms to use
their “IT resources effectively to support their business strategies, thus enabling them to
maximize the impact of their IT investments, integrate IT and business processes, and increase
competitiveness, revenue growth, and profitability”. Moreover, the core IT resources
considered by the authors includes IT infrastructure components, the IT skills of technicians
and managers, and knowledge assets, with importance is also given to the use of appropriate
structures “to supervise the deployment and effective management of these resources”
(Coltman et al. 2015).
Adopting a multi-disciplinary perspective, Narine and Carson (Singh & Woo 2009) developed
a goal-based framework to investigate business-IT alignment. According to the authors, the
framework provides a new approach through its application to delineate between the goals
assigned to stakeholders and these goals as interpreted by stakeholders. The authors examined
the literature around business-IT alignment from the perspective of multiple disciplines,
namely, management information systems (MIS), requirements engineering (RE), personnel
psychology, and human resource management. Based on their findings, the authors reported
that alignment is conceived differently among the various disciplines. As such, notwithstanding
that a degree of overlap was evident among the different disciplines, certain issues were
“exclusively investigated by some disciplines while ignored by others” (Singh and Woo 2009,
p.200). This finding therefore has implications for the types of models for achieving BusinessIT alignment endorsed in the literature. This is because the lack of synthesis in the alignment
concerns among the various disciplines suggests the application of certain Business-IT model
by some firms to achieve alignment may be hindered in their capacity for success (Singh &
Woo 2009).
With the potential for an increase in business value, contemporary business executives place
particular importance on the alignment of their firm’s IS and business strategies (Chan & Reich
2007b; Van Grembergen 2007; Wu, S et al. 2015). This emerges from the widely held view that
a correlation exists between strategic alignment and IT payoffs, meaning that “an inability to
realize sufficient value from IT is due in part to an absence of strategic alignment” (Tallon &
Kraemer 1999, p. xi). This correlation was in turn confirmed in the findings reported by Tallon
and Kraemer (Tallon & Kraemer 1999) in their study of IS strategy and IT payoffs in 63 firms
in the United States (US). Specifically, the authors found that a positive relationship exists
between IS and business strategy alignment and IT payoffs at the process-level; that is, around
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planning and support, relations with suppliers, operational outcomes, and customer relations.
The authors also found that management behaviours were important to achieving strategic
alignment, with such alignment strengthened when executives participate in IS planning (Tallon
& Kraemer 1999).
Schryen (2013) further examined the causal relationship between information system (IS)
investments and business value via a critical review of the current research literature. According
to the author, much of the research literature reports a correlation between a firm’s decision to
invest in IS and a desire to increase productivity outcomes, although the nature of the correlation
varies widely among firms. In fact, the view in the literature is that there are often difficulties
in gaining an accurate picture of the correlation between IS investment and business value;
namely, problems around the mismeasurement of the IS investment impact, due to the oftendelayed emergence of the effects (Schryen 2013). Notably, the author also pointed to the
limitations around accurately determining how IS investments impact business value. On the
basis of the findings of his systematic review of the literature, Schryen (Schryen 2013)
concluded that accuracy was difficult due to the ambiguity and fuzziness surrounding the
definitions of IS business value and the difficulties associated with explaining processes related
to the creation of internal and competitive value. This view of such limitations continues to be
expressed in the literature with Malyzhenkov and Ivanova (2017, p. 161) more recently
asserting that gaining an accurate assessment of the value to the business created by IT
investments can be difficult given that “most of the beneﬁts brought by IT are intangible and/or
can only be seen in a long-term”.
2.3 Measuring Different Types of Alignments
According to Aversano et al. (2012), for business-IT strategic alignment to be most successful,
there must exist a set of feature components. First, modelling must be performed of the different
entities involved in analysing and defining linkages between the IT and business entities.
Modelling all entities included in the alignment analysis is important to identify all information
required to analyse the alignment and eliminate the business and technological details that are
not relevant (Aversano, Carmine & Tortorella 2012). Second, it is necessary to measure the
degree of alignment that exists between the selected assets to establish if improvement actions
are required. A quantitative evaluation of the degree of alignment between the IT and business
entities should be performed. This is in order to undertake an objective analysis of whether the
alignment is at an acceptable level or whether an action is needed to improve the outcomes
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Aversano et al. (2012). Third, suggestions on how to evolve the degree of alignment are
required in cases where the level of alignment is not satisfactory. These suggestions are then
used to inform evolutionary actions to increase the alignment to a satisfactory level. Hence,
successful Business-IT strategic alignment involves three key components: detection,
assessment and evolution of the nominated entities Aversano et al. (Aversano et al. 2012; 2012).
Notably, Aversano et al.(2012, p. 462) proposed a literature review framework for evaluating
the different approaches to analysing business-IT strategic alignment strategies available to
firms. As stated by the authors, the framework aims to support firms to develop the “capability
to measure, model, assess and evolve the alignment level existing among [their] business and
technological assets”. The authors reported that the literature reveals most enterprises applied
an alignment strategy that considered three aspects in particular: modelling, alignment
evaluation, and evolution execution. The authors explained, modelling in an alignment analysis
refers to determining which business and technological details are relevant for analysis and the
extent of the knowledge available about these systems. Alignment evaluation refers to the
quantitative evaluation of the alignment approach (using suitable metrics for quantification) to
determine the degree of alignment required to analyse whether improvement is required
objectively. Evolution execution refers to the processes undertaken if the alignment level is not
satisfactory, namely, an unacceptable misalignment level (Aversano et al. 2012).
Notwithstanding the wider literature pointing to the importance of these three aspects, the
authors reported that their review of the literature revealed that modelling, measurement and
evolution stages were generally not fully addressed in the research analyses of alignment
strategies Aversano et al. (2012, p. 472).
In terms of the empirical evidence, Gerow, Thatcher and Grover (2015)conducted a survey of
140 Chief Information Officers to determine how they differentiated between, and measured,
different types of alignment in the organisational context. Specifically, the authors drew on the
three core types of alignment established by Henderson and Venkatraman (1993) in their SAM:
intellectual alignment (between IT and business strategies), operational alignment (between IT
and business infrastructures and processes), and cross-domain alignment (across the intellectual
and operations domains in which the strategies are linked to infrastructures and processes).
According to the authors – as well as other authors such as Henderson and Venkatraman (1993)
and Tallon (2000) – the process to distinguish between the different types of alignment and to
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derive measures that achieve consistency with their conceptualisation can provide insights into
how dynamic alignment can impact the financial performance of a firm (Gerow et al. 2015).
Two main findings relevant to the central focus of this thesis were reported by Gerow, Thatcher
and Grover (2015). First, intellectual alignment (i.e. alignment between business and IT
strategies) and business alignment (i.e. alignment between business strategies and
infrastructure) have closer associations to improved financial performance of a firm than the
other alignment combinations. Second, achieving alignment between business and IT strategies
alone is not associated with a firm's improved financial performance (Gerow et al. 2015). The
main implication of these findings is that rather than emphasising alignment between IT
infrastructures and other alignment components to improve financial performance, firms should
consider placing the emphasis on ways to align infrastructures and strategies to realise such
performance improvements.
Similarly, Ullah and Lai (2013) conducted a systematic review of the research studies on
business-IT strategic alignment to examine the results related to 10 alignment aspects: the
background of alignment, definitions of alignment, alignment motivations, current challenges,
phases of alignment, classification of alignment, the role of the business environment,
alignment success in different industries, and the role of IT in achieving successful alignment
outcomes. The authors aimed in their systematic review of studies to provide greater insights
into the elements most closely related to successful and unsuccessful attempts by firms at
business-IT strategic alignment. The results for all ten aspects are available to readers on pages
3-17 of the research article. Ullah and Lai (Ullah & Lai 2013) reported that early methods for
establishing business-IT strategic alignment (Reich & Benbasat 2000) typically focused on four
alignment-related aspects: shared domain knowledge, processes for implementing IT, business
executive-IT expert communication, and the connection between business and IT strategy
planning. Moreover, strong leadership was identified as a fundamental requirement to support
sustained and effective alignment between business and IT groups (Baker 2004; Chan & Reich
2007b; Ullah & Lai 2013).
Luftman and Kempaiah (2007) further developed the parameters for measuring business-IT
strategic alignment through their development of the Strategic Alignment Maturity Model six
core components: communications, value, governance, partnership, technology/infrastructure,
and human resources (skills). Several organisational factors were also identified to affect the
alignment process including the business strategies devised by senior management in terms of
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content, timing, and personal involvement; communication gaps between business and IT;
complex organisational structure; and the culture of the organisation.
2.4 Overview of Saudi Arabia Strategic Transformation Program
The Saudi Arabia government has adopted a National e-Government strategy to improve
technology-based operations and service delivery in public-sector organisations (Shehry et al.
2011; Yasser 2016). Implementation of the e-government strategy however faces many
technological, cultural, organisational, and social challenges and issues. In turn, these
challenges and issues must be considered carefully by the Saudi government given the limited
research evidence and insights on this issue to guide the successful to the adoption of egovernment services in Saudi Arabia (AlGhamdi 2014; Shehry et al. 2011) Though some
public-sector organisations can deliver IT projects on budget and on time, few of them report
on how they measure and identify the benefits supposedly arising from the projects and project
performance (Gerow et al. 2014; Wu et al. 2015)
Saudi Arabia is in Asia’s Middle East and is ranked as the largest exporter of petroleum
worldwide. Given its oil-based economy, the Kingdom plays a primary role in the Organisation
of the Petroleum Exporting Countries (OPEC 2017). It is also a member of the Group of Twenty
(G-20) and is one of the largest economies of the world. The Gross Domestic Product (GDP)
in Saudi Arabia in 2016 was US$646.44 billion. According to World Bank (2017), the GDP
value of SA represents 1.04 per cent of the world economy (International Monetary Fund.
2017). According to official data from the World Bank, Saudi Arabia GDP Increased in 2018
to US$786.52 billion, with an average Growth Rate of 13.98% as published in the World Bank
(International Monetary Fund 2019) .
2.4.1 Saudi Arabia’s digital transformation strategy
In recent decades, IT has played a significant role in the economy of Saudi Arabia. The Vision
2030 initiative from the Saudi Ministry of Economy and Planning (Ministry of Economy and
Planning 2017) outlines the long-term economic blueprint for the Kingdom’s transition away
from its dependence on oil. With an anticipated implementation period of 15 years, the initiative
sets in place the types of regulatory, budgetary, and policy changes to impact all major sectors
of the Saudi economy. Notably, technology is identified as a key driver and facilitator of the
complex changes embedded in the envisaged transition of the economy. In terms of national
revenue, the Saudi Arabia government outlined its plan to increase non-oil government revenue
from SAR 163 billion (US$43.5 billion) to SAR 1 trillion (US$267 billion) by 2030. In addition,
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the government also plans by 2030 to increase the share of non-oil exports in the non-oil GDP
from 16% to 50% (International Monetary Fund 2019). The Vision 2030 Strategy includes
several executive programs to support the realisation of these goals, such as the Public
Investment Fund Restructuring Program, Human Capital Program, National Transformation
Program, Strategic Partnerships Program, and Strengthening Public Sector Governance
Program (Ministry of Economy and Planning 2017).
The Vision 2030 initiative has important implications for the digitisation strategies of publicsector organisations in Saudi Arabia. At the very least, their digitisation plans should aim to
align with the Vision 2030 goals to deliver improvement in the quality of government services
including healthcare, education, and public security through Information and communication
technologies (ICT) solutions. Given this important implication, a primary objective of
organisations in key industries and sectors in Saudi Arabia should be to facilitate the
government’s strategy and to utilise ICT to drive productivity increases and market
competitiveness. In turn, it is now incumbent on Saudi public-sector organisations to avoid a
wasteful ‘technology for technology's sake’ mentality and review their business strategies to
better reflect the Vision 2030 program objectives.
2.4.2 Challenges to enhancing business-IT alignment in Saudi Arabia e-Government
Many business practitioners and researchers have emphasised the importance of aligning
business strategies with IT strategies. For instance, on government projects, service is the focus,
and their adoption of IT systems leads to high levels of Return on Investment (ROI) (Reynolds
& Yetton 2015).
It has been noted that a business’ failure to leverage IS may significantly decrease its
performance and feasibility (Besson & Rowe 2012). Furthermore, the absence of IT strategies
amongst business goals and objectives is always associated with a lack of IT credibility and
subsequent reduction in IT investment(Alghazi et al. 2020). In comparison to research results
on the importance of Business-IT alignment, there is an entire set of challenges that they trigger.
Despite the importance of IT to achieving government milestones or business goals, many
challenges hinder the attainment of Business-IT alignment (Alaceva & Rusu 2015; AlGhazi et
al. 2017; Sterling et al. 2015). Many business executives and government officials struggle to
understand the specific needs of their businesses as far as IT is concerned. Governments tasked
with providing services sometimes adopt high-end technologies to be used in their systems and
fail to make the necessary changes within the specific institutions to ensure that the system they
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have adopted is optimised. (Al-Ghazi et al. 2018, 2020; Alshehri & Drew 2010) claimed that
one of the main challenges in Saudi Arabia e-government is the lack of alignment between
organisational goals and IT projects.
Effective IT-business alignment is characterised by whether technology has equal end goals to
the rest of the disciplines involved in the business such as production, sales, operations and,
most importantly, product development (Irani et al. 2013; Reynolds & Yetton 2015). These
disciplines work in unison towards the overall success of a corporation. Nonetheless, the major
challenge is always related to how individual groups can align themselves around universal
goals. Another challenge arises when key players fail to identify the drivers of these goals and
the way they can work together to achieve the organisational goals.
Another challenge to the attainment of Business-IT alignment in organisations today is the fact
that executives who know little about technology make most IT decisions (Gerow et al. 2014).
These are always the CEOs and Chief financial officers (CFOs) of businesses who make IT
decisions guided by what they read in magazines or what vendors and contractors tell them. As
a result, they believe that a variety of software solutions and data mining processes can enhance
their revenue. It is only in a few instances that these mechanisms work (Aversano et al. 2012).
However, in most cases, the costs are known to offset the gains. At the end, the company
appears to be structurally stronger, but remains the same or even worse. In relation to the first
challenge discussed, there is another challenge in Business-IT alignment brought about by the
outsourcing of IT management in an organisation. It is always important to seek professional
assistance, especially when it comes to IT matters (Renaud et al. 2016). However, many
businesses get the idea of assistance wrong. Most companies are fully directed by technologydriven IT organisations with a limited understanding of the actual needs of a business. As a
result, IT organisations are unable to translate business requirements into technology solutions.
Companies thus fail to align their IT with business goals (Krotov 2015).
2.4.3 Business-IT strategic alignment in Saudi Arabia
There are a number of challenges facing the Saudi government in its national initiative to
enhance the performance of all public sector organisations in relation to the quality of service
(QoS) and return of investment (ROI). According to Alghazi et al. (2017), Business-IT strategic
alignment underpinned by the adoption of suitable IT systems is important in government
service organisations for instance to improve the performance, ROI, and thus the feasibility of
the firm. Of particular importance is the need for both government officials and firm executives
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in Saudi Arabia to understand the firm's specific IT needs and how to optimise the IT systems
that they have in place (Alaceva & Rusu 2015; AlGhazi et al. 2017; Sterling et al. 2015).
Currently in Saudi Arabia, a key challenge for the government’s e-government initiative is
establishing robust alignment between the goals of the public sectors organisations and the IT
projects they are tasked to implement (AlGhazi et al. 2017; Shehry et al. 2011). To achieve such
a robust alignment outcome, it is crucial for the government to ensure that the technology being
utilised has the same end goals, and works in unison with, all the other business disciplines such
as production, product development, operations and sales (Irani et al. 2013; Reynolds & Yetton
2015). Invariably, effective governance mechanisms must be in place and management must
know how to “identify the drivers toward these end goals and the manner in which they can
work together to see the organizational goals achieved” (AlGhazi et al. 2017, p. 4).
As widely established in the literature, executives in charge of decision making around IT
systems must have a good understanding of the technology requirements and objectives for
their firm and be open to outsourcing IT management when it comes to complex IT issues
(Aversano et al. 2012; Gerow et al. 2014; Krotov 2015; Renaud et al. 2016). However,
executives must work in close collaboration with IT organisations when outsourcing their IT
management to ensure the business strategic requirements are properly translated into
technology solutions to meet the business's strategic and operational needs (Krotov 2015).
Regarding Saudi public sector firms, Alghazi et al. (2017) proposed the application of
Luftman’s (2004) six strategic criteria: communication, value measurements, governance,
partnerships, scope and architecture and skills to best understand the maturity level of their
business-IT strategy alignment.
A recent study by Alsharif et al. (2018) examined the Business (healthcare)-IT alignment
outcomes related to the implementation of various IT systems in several clinical and
administrative departments in the Saudi public healthcare sector. The systems implementation
was part of a government initiative to transform healthcare workflows and business processes.
The IT systems included electronic health records and electronic prescribing and computerised
provider order entry systems. Using qualitative surveys for data collection, the authors gather
information from about the challenges of achieving strategic Business-IT alignment during
systems implementation in the dynamic healthcare environment. The authors found that four
domains in particular presented challenges to strategic alignment in this context: organisational
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communication, organizational governance, specifying the alignment scope and building the
architecture, and developing the necessary organisational and human skills.
The business sector in Saudi Arabia continues to demonstrate rapid progress in IT utilisation,
driven in part by the desire of SMOs to improve their online presence and consumer trends
urging businesses to integrate IT into their operations (Barnickel, Dib & Bansal 2016). In this
context, a study was conducted by Afandi (2017) of the impact of six alignment types included
in SAM on the financial performance of small and midsize enterprises (SME) in Saudi Arabia.
The six alignment types included: business alignment, intellectual alignment, cross alignment,
operational alignment and IT alignment, and data was collected from 454 IT directors and
managers. As stated by the author, the study had two objectives: to test the proposition in SAM
theory that different types of IT-business alignment can have a positive impact on
organisational performance in Saudi firms; and to develop an IT-business alignment model for
Saudi SMOs to use as a starting point when developing IT initiatives. Notably, Afandi (2017)
reported that operational alignment had the strongest effect on financial performance and
concluded that alignment between organisational (operational) and IT infrastructures “was
more important than aligning IT and business strategies” (Afandi 2017, p. 57).
2.5 Cultural Influences of Business-IT Alignment
In addition, Yayla and Hu (Yayla & Hu 2012) sought to test the relationship between IT strategy
and business strategy alignment on firm performance among firms operating in developing
countries; in this case, Turkey. Specifically, the authors sought insights into the moderating role
of environmental uncertainty in developing countries and the firm's strategic orientation when
defining the robustness of the relationship between IT and business strategies. Focusing on the
potential significance of environmental conditions such as those found in developing countries
is relevant to this thesis given Saudi Arabia’s status as a developing country and the increasing
importance placed by firms operating in the Kingdom to achieve business-IT strategic
alignment improve performance and sustainability.
According to Yayla and Hu (Yayla & Hu 2012), environmental conditions include, but are not
limited to, the level of competition in the market and the overall dynamism of the operating
context. In turn, the authors argue that both environmental and firm factors may “mitigate or
enhance the positive effects of the alignment on organizational performance” (Yayla & Hu
2012). To clarify, the authors point to how the firm’s strategic orientation in a dynamic market
environment may require it to regularly fine-tune its business processes and technologies,
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resulting in short-lived alignment and performance improvements that are difficult to measure.
Moreover, in a relatively less turbulent market environment in which resources are readily
accessible, the impact of Business-IT alignment on performance may be less evident compared
to a highly intense competitive environment where high-level operational efficiency is crucial
for survival (Yayla & Hu 2012).
In their analysis of the firm’s strategic orientations, Yayla and Hu (Yayla & Hu 2012) applied
the typology developed by Miles et al. (1978). The framework categorises business strategic
orientations into three archetypes: defender, prospector, and analyser. To explain, defender
orientations look to protect market share by improving operational efficiency; prospector
orientations look to monitor market trends and identify new opportunities in turbulent market
environments; and analyser orientations look to combine the defender and prospector aspects
to manage changing market conditions (Yayla & Hu 2012). For data collection, the authors
administered a quantitative survey to 169 executive staff (33% directors, 45% c-level
executives, and 22% other) in mostly (90%) privately owned firms operating in the
manufacturing (33%), wholesale/retail (18%), and finance/insurance/legal (11%) sectors in
Turkey. Following data analysis, the research investigation by Yayla and Hu (Yayla & Hu
2012) found that IT and business strategy alignment had a significant impact on a firm's
performance for all strategic orientation choices; namely, defender, prospector, or analyser.
2.6 IT Executives’ Perceptions of Business-IT Strategic Alignment
The study of Business-IT strategic alignment in the operations of public schools by Bani (2011)
also provided new insights into the nature of the relationship between the business and IT
strategies in a firm. Focusing on IT executives’ perceptions of the relationships among
Business-IT strategic alignment, IT flexibility, and IT effectiveness, the author examined
whether such relationships could be strengthened via the implementation business intelligence
applications such as databases, enterprise information systems and enterprise performance
management (e.g., a balanced scorecard) just to name a few. Business intelligence applications
are described by Bani (Bani 2011) as business-driven technologies that ensure “the right people
get the right information at the right time to make informed business decisions”. The main
finding reported by Bani (Bani 2011) was that Business-IT strategic alignment was more
positively and strongly correlated with IT effectiveness than IT flexibility in school districts.
Nonetheless, the author concluded from his findings that IT flexibility is in fact an enabler of
strategic alignment.
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Talon et al. (2000) conducted a study to examine Executives' perceptions on how to improve
IT business value. The researchers collected data from 304 executives worldwide via
questionnaire. Specifically, they were asked to evaluate their organisation's performance
relative to that of their competitors using several performance measures including performance
and return on investment. The study found that the Executives’ perceptions of business value
were highly correlated to the economic actions of IT projects (Tallon et al. 2000).
Furthermore, the investigation found that TM practices such as strategic alignment and IT
investment evaluation contributed to raising perceived levels of IT business value. Moreover,
TM practices play a key role in creating IT business value, helping to turn the strategic intention
of IT into business value gains (Tallon et al. 2000).
Another study was conducted by Talon (Tallon 2014) on 133 CEOs to test their perceptions on
IT business value. The participants were asked about the impact of the role of IT projects on
company performance. The results showed that a good relationship between Executives and IT
managers is very important and can greatly enhance the value of IT (Talon 2014). The results
also indicate that the absence of agreement and consensus has a negative impact on the role of
IT in determining organisational performance (Talon 2014).
Given these studies, it is clear that business executives are increasingly aware of the role of IT
and are more willing to participate in investment decisions in IT projects as a means of ensuring
IT delivers on its commitments. In light of this, it is possible to measure the level of
administrator (Executives, Senior Managers) awareness of the indicators of IT project failure,
and to clarify the Executives' relationships with IT.
2.7 Business-IT Alignment and Organisational Learning via Resource Optimisation
In their critical review of the literature on Business-IT alignment in relation to organisational
learning outcomes, Mas’deh et al.(2015) concluded that the way strategic Business-IT
alignment is both conceptualised and measured must consider the exploratory and exploitative
intent of the strategies. According to the authors, exploration and exploitation can be
characterised as “different learning activities by which a firm divides its resources”, with the
former linked to such organisational activities as risk-taking, experimentation, and innovation;
and the latter linked to production, efficiency and execution outcomes (Mas’deh et al. 2015).
In turn, the authors conceptualise Business-IT strategic alignment as the implementation of
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exploitation and exploration activities while managing the tensions between their competing
demands.
Lee et al. (2015) also examined the conditions required within a firm to best explore and exploit
its IT resources and practices, pursuing operational exploration and exploitation. Referring to
this dual outcome as ‘IT ambidexterity’, the authors asserted that such ambidexterity is a crucial
process-based capability required to improve the firm’s agility to respond to changing or
competing pressures. According to organisational learning theory, exploration and exploitation
are the dual means by which a ﬁrm leverage its resources and capabilities (March 1991). As
March (March 1991) explains, exploration involves the firm’s efforts to discover and
implement ways to combine resources in novel ways to generate new opportunities or
capabilities; whereas, exploitation involves the firm’s efforts to leverage and reﬁne IT resources
through existing processes.
In turn, Lee et al. (Lee et al. 2015) used data from a large-scale, matched-pair survey of business
and IT executives to test the relationship between IT ambidexterity and firm agility through the
lens of operational ambidexterity. The authors reported a correlation between IT ambidexterity
in a firm and the firm’s agility emergent from the former’s mediating effects on operational
ambidexterity (Lee et al. 2015). As such, they concluded from their findings that the mediating
role of operational ambidexterity between IT ambidexterity and firm agility is of greater
signiﬁcance in ﬁrms which operate in what they refer to as “conditions of high environmental
dynamism” (Lee et al. 2015). Given the highly dynamic business environment currently evident
in Saudi Arabia, the process-based functional capabilities of public firms have a critical role to
play in harnessing the mediating effects of operational ambidexterity to manage the dynamics
of continuous change and competitive actions (Lee et al. 2015).
2.7.1 Influence of organisational and governance mechanisms on business-IT strategic
alignment
Business-IT strategic alignment is increasingly viewed by researchers as the result “from
choices that individuals make within an ever-changing corporate environment” (Coltman et al.
2015). The identification of such choices can highlight the behaviours by people in the
organisation that preceded them, allowing for an analysis of the behaviours to be conducted to
determine their impact on business-IT strategic alignment outcomes (Devinney 2013). Thus,
the broader context in which business-IT strategic alignment should be considered is the
demands on executive staff to “both explore new possibilities … and to exploit old certainties
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to secure efficiency benefits” in dynamic and ever-changing business environments (Mas’deh
et al. 2015).
Thus, adopting an IT governance perspective is integral to understanding and managing the
creation of business-IT strategic alignment. Schlosser et al. (2015, p. 119) define IT governance
“as the organizational capacity exercised by the board, executive management, and IT
management to control the formulation and implementation of IT strategy and in this way
ensure the harmonization of business and IT.” Moreover, they have suggested that IT
governance and the related mechanisms in a firm to coordinate the strategic alignments between
business and IT activities are primarily associated with how the decision-making authority
between business activities and IT functions in the firm is exercised (Schlosser et al. 2015).
Indeed, optimal application of IT governance mechanisms is a key challenge for management
given that any governance system is fundamentally about the decision making and allocation
of responsibilities in a firm (Grembergen & Haes 2018). According to Van Grembergen and De
Haes (2018), the culture of the organisation plays a role in IT governance performance,
particularly around the capacity of the culture to generate and sustain collaborative networks.
However, they further suggest the research evidence shows that the type of organisational
culture best suited to optimising IT governance outcomes depends on the goals of the firm. For
instance, the authors have claimed that a clan organisational culture is best suited to goals
targeting the effective use of IT, including the most cost-effective use, for asset utilisation;
whereas an adhocracy culture is best suited to goals prioritising the effective use of IT for
business growth (Grembergen & Haes 2018). A clan governance culture is characterised by an
inward focus on integration, with an emphasis on flexibility and discretion, whereas an
adhocracy governance culture, while also emphasising flexibility and discretion, has an outward
focus and a concern for differentiation.
Tiwana and Kim (2015) provided further insights into the relationship between Business-IT
strategic alignment and the firm’s governance mechanisms. According to the authors, there are
two ‘classes’ of IT governance choices made by management in a firm: decision making around
IT applications and decision making around IT infrastructure. The authors further asserted that
IT governance choices invariably originate from within the organisation. More specifically,
they are influenced by internal and external strategic drivers, past experiences, and the
mechanisms in place for the integration of internal and external knowledge. The authors, such
governance (Tiwana & Kim 2015) In turn, the extent to which a firm can apply IT governance
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mechanisms to enhance organisational agility is dependent on the “nuanced interplay between
a ﬁrm’s IT governance choices and the IT unit’s … peripheral knowledge” (Tiwana & Kim
2015, p. 657). To clarify, the authors have argued that ‘discriminating’ (i.e. nuanced) alignment
is required must be in place between the IT decisions made by particular department in the firm
and the peripheral knowledge that exists within the other departments. Hence, discriminating
in this context refers to the speciﬁc consideration given to the value of some department’s
peripheral knowledge in light of the types of IT decisions being made (Tiwana & Kim 2015).
Schlosser et al. (2015) have posited that the alignment between IT and business has three core
dimensions: strategic/intellectual, structural, and social. As such, IT governance must ensure
that the “locus of IT decision-making authority covers organizational issues regarding
differentiation and the division of responsibilities … and integration mechanisms (Schlosser et
al. 2015, p. 121). Regarding the integration mechanisms specifically, the IT governance
literature suggests they are generally reflective of a key concept in alignment; namely, that
“organizational performance is the consequence of ﬁt between two or more factors such as
strategy, structure, technology, culture, and environment” (Bergeron et al. 2004, p. 1004).
Integration mechanisms are categorised by Schlosser et al. (2015, p. 121) as: formal, regarding
the structure of the organisation structure and the coordination of processes are organized (e.g.,
regular meetings); and informal, regarding the development of network relationships and the
interdependency of team members. As such, the integration mechanisms facilitate coordination
among stakeholders participating in decision making and can improve firm performance
through IS innovation (Schlosser et al. 2015).
It is also noted that Schlosser et al. (2015) developed a model of IT governance mechanisms to
achieve social business-IT strategic alignment using data from a survey of 132 managers in US
banks. Central to the model is the extent of social capital between the firm’s business and IT
units, the business understanding of IT personnel, and the formal and informal IT governance
mechanisms driving the creation of alignment and business value. The authors reported that the
main IT governance mechanisms driving social business-IT strategic alignment, to varying
degrees, are top management support, IT representation at the executive level to support joint
IT planning and IS training, regular meetings between management and IT personnel, and the
creation of liaison units (Lin 2006; Schlosser et al. 2015). The Schlosser et al. (2015) model
thus highlights the importance of governance mechanisms related to social interactions at the
operational level to achieve business-IT strategic alignment to improve ﬁrm performance.
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2.7.2 Top management characteristics
It is generally acknowledged in the literature that the management of IT capabilities including
technical skills and the strategic alignment of IT and business goals, contributes to the
organisation’s ability to successfully implement or deploy its information systems and facilitate
business-IT collaborations (Chakravarty, Grewal & Sambamurthy 2013; Tallon & Pinsonneault
2011). Henderson and Venkatraman (1999) asserted that their SAM has several implications
for management, particularly in relation to the extent of management’s knowledge of the firm’s
IT needs and capabilities regarding decision-making around strategic IT choices. In addition,
the authors pointed to the importance of management being able to demonstrate the capacity to
“view the strategic choices in the IT domain in terms of both an external and an internal
orientation” (Henderson & Venkatraman 1999). Lastly, the authors emphasised the need for
managers to have a good understanding of the “intrinsic dynamic nature” of any strategy to
achieve core objectives. As the authors explain, managers must know how to properly assess
the strategy across the four core domains: execution, transformation, competition, and services
to ensure that a timely and effective response can be made to any significant changes.
Dong, Neufeld and Higgins (2009) provided further insight into top management's role in
successfully achieving strategic alignment through their case studies analyses of two Canadian
universities implementing a large-scale enterprise system. The authors gave particular focus to
the types of supportive actions that top managers engage in during the implementation phase
and the ways in which the actions affect the implementation outcomes. The authors found from
their analyses that the main types of supportive behaviours demonstrated by top management
were resource provision (e.g. the supply of funds, technologies, staff, and training
programmes); change management protocols (e.g. to facilitate employee receptivity to the new
IS); and vision sharing (e.g. making sure that lower-level managers have a common
understanding of the key objectives and deliverables of the new IS). In terms of the impact of
these support behaviours on the implementation outcomes, Dong, Neufeld and Higgins (Dong,
Neufeld & Higgins 2009) reported that the main positive effects were related to the project
completion time, the development of user skills and positive attitudes, and enhanced middlelevel manager buy-in.
More recently, the focus has been given to the relationship between e-leadership and strategic
alignment. For instance, Li et al. (2016) conducted a study of this relationship in 42 small-andmedium-sized organisations (SMOs) in the European Union. As such, they have provided
27

useful insights into the challenge facing SMO leaders in their attempts to achieve optimal
business-IT strategic alignment to leverage the potential offered by digital technologies for
sustainability and growth. Specifically, the authors sought to “validate, advance and
substantiate” a self-developed theoretical model of e-leadership drawn from the strategic
alignment theory (Li et al. 2016). Drawing on the work of Avolio et al. (2014) the authors
defined e-leadership as “a social inﬂuence process embedded in both proximal and distal
contexts mediated by digital technology that can produce a change in attitudes, feelings,
thinking, behaviour and performance (Li et al. 2016). It is situated in a virtual context in which
IT mediates leader-follower collaborations to create a collective commitment to organisational
objectives and oversee the execution of strategies (Li et al. 2016). The authors' resulting model
identified six leader characteristics for effective e-leadership: agile leadership, hybrid skills,
architectural view, digital entrepreneurship, competitive value-creating, and value protecting
(Li et al. 2016). In turn, they posited that SMO -makers with these characteristics are likely to
demonstrate effective e-leadership by creating a productive alignment between business
strategy and digital IT strategy to improve operations competitiveness and sustainability (Li et
al. 2016).
2.7.3 IT governance, Business-IT alignment and organisational performance
Another area of interest to this research investigation is the role played by IT governance
mechanisms in creating organisational value. In addition, Business-IT strategic alignment has
long been viewed by organisation managers as a precondition for organisational performance
(Kappelman et al. 2014). As Katzy, Sung and Crowston (Katzy, Sung & Crowston 2016)
explain, managers consider such alignment as important because the more consistency an
organisation can achieve among its technology, structure and strategy, the more successful will
be the systems implementation and return on IT investments.
Several indicators characterise Business-IT strategic alignment characterise Business-IT
strategic alignment, including a positive return on investment in IT, eﬃcient business processes
and decision making, the ability of the firm to respond quickly to market trends and
opportunities, and an incline in operational productivity and performance (Malyzhenkov & and
Ivanova 2017). According to Malyzhenkov and Ivanova (Malyzhenkov & and Ivanova 2017),
the failure to leverage IT can cause a “considerable negative effect on a ﬁrm’s performance and
viability”. This is because business-IT strategic alignment enables a firm to improve its ability
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and to maximise its return on IT investments, leading to an increase in proﬁts and a more
sustainable competitive advantage.
Drawing on the resource-based view (RBV) of firms, Wu et al. (Wu, S et al. 2015) conducted
a study of how strategic alignment mediates IT governance effectiveness on organisational
performance in 131 companies operating in Taiwan. The findings reported by the authors
include a positive and significant correlation between IT governance mechanisms and strategic
alignment in addition to a similarly positive and significant link between strategic alignment
and organisational performance. Wu et al. (2015) demonstrated through their findings that
strategic alignment has a mediating effect on the impact of IT governance mechanisms on the
performance of the organisation. In turn, the authors concluded that IT governance and strategic
alignment are critical for achieving the organization's goals (Wu et al. 2015).
2.7.3.1 Impact of organisational characteristics on IT projects
It is generally acknowledged in the literature that the organization's characteristics influence
the overall performance of the organisation generally (Henderson & Venkatraman 1993; Yayla
& Hu 2012) and on Business-IT strategy alignment more specifically (Luftman 2018). The two
‘characteristics’ of particular importance are the organisational structure and the organisational
culture and the extent to which they facilitate the emergence of robust partnerships within the
organisational members along with effective communication within and across different
departments, divisions and levels of authority (Luftman 2018).
2.7.4 Organisational structure
The organisational structure is typically described in the literature as the systems and
infrastructures in the organisation that underpin the processes and practices to coordinate and
pursue the organisation’s mission, vision, and core values (Al Shehry et al. 2009; Maduenyi et
al. 2015; Nene & Pillay 2019). The key components of an organisation’s structure thus include,
but are not limited to, the mechanisms underpinning the distribution of power and how the
power is exercised, the communication channels in place for the flow of information, the rules
and protocols in place to shape employee behaviour and practices, and how the different roles
and responsibilities of employees are defined and evaluated (Bradley et al. 2012; Maduenyi et
al. 2015; Reynolds & Yetton 2015). In turn, the importance of organisational structure is
summed up concisely by Nene and Pillay (2019, p. 10) as “the single most critical part of
ensuring that the organization achieves its organisational objectives.”
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As explained by Root (2019, para. 1), the benefits to a company to be derived from a strong
organisational structure may include “improved communication, a well-defined hierarchy and
the ability to create a unified company message.” Conversely, when a company experiences
issues related to the integrity of its internal structure “it can create problems that can lead to
loss of productivity and internal conflict” (Root 2019, para. 1). In turn, the factors identified by
Root (2019) to potentially weaken the structured within the organisation include excessive
turnover in management positions, a lack of loyalty and commitment to organisational
objectives by employees, ineffective communication channels, and a lack of clarify around the
core organisational goals and objectives (Ganizations 2009; Mary & Margaret 2009).
The literature also identifies a relationship between organisational structure and the social and
financial outcomes of the organisation. For instance, Shafie et al. (2018) have asserted that
governance mechanisms as a component of the organisational structure have a mediating role
on both the perceived social value of the organisation as well as its financial performance.
According to the authors, a robust, well-designed and well-managed organisational structure
will improve the community’s perceptions of the organisation’s social legitimacy and how it
engages with it. In turn, the authors present empirical evidence to show that organisational
structure and financial performance had a significant influence the perceived social value of
134 social enterprise operating in Malaysia (Shafie et al. 2018).
Of interest to this current study is the relationship between organisational structure as a
characteristic of the organisation and IT project implementation and success. Hughes, Rana and
Dwivedi (2020) have recently asserted that organisational structure components can play a key
role in the success or otherwise of IT projects. Notably, the authors have identified several
structural aspects of the organisation to have a significant impact potentially. They include the
processes in place for selecting and coordinating project teams with “the necessary experience
to maintain the momentum of delivery throughout the project lifecycle”; flexibility within the
organisational structure to respond effectively to changes to requirements to how the IT project
progresses, and governance protocols and practices that support commitment to the project’s
goals and objectives (Hughes et al. 2020, para. 41).
2.7.5 Organisational culture
A review of the literature reveals organisational culture to be a complex and multifaceted
organisational characteristic. That is, it is typically characterised as comprising both observable
aspects (e.g. formalised workplace routines and practices, employee codes of conduct,
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communication protocols and the like) and non-observable aspects (e.g. the values of the
organisation, the attitudes of employees, the assumptions by management and the like) which
combine to manifest as the employees’ experience of the workplace (Al Shehry et al. 2009;
Naeem et al. 2018). Indeed, it is well-established in the literature that a relationship exists
between organisational culture and the motivation levels of employees to achieve organisational
outcomes, to engage in planning processes and in their risk management practices, thus having
an impact on the performance of the organisation (Ahmad 2012; Naeem et al. 2018). Moreover,
there is widespread support in the literature that the actions of TM in organisations have an
emphatic impact on the culture of the organisation and the subsequent activities engaged in by
employees (Naeem et al. 2018; Singh et al. 2019).
This thesis's point of focus is the relationship between organisational culture and Business-IT
strategic alignments in terms of the former’s influence on IT project success. According to
Ilmudeen et al. (2019, p. 463), an organisation must at least have an innovative culture if it is
to successfully implement projects that improve “the quality of their offerings to customers and
enhancing the efficiency of their value-chain activities.” Ali Taha, Sirkova and Ferencova
(2016) further explored this relationship has further explored this relationship has further
explored this relationship, Ali, Sirkova and Ferencova (2016) who assert placing value on
creativity and innovation in an organisational culture is “an imperative for organizations
seeking a competitive advantage” and fundamental to promoting a willingness among
employees to produce new ideas and to maintain creative working relationships in the
workplace. In turn, the authors studied the relationship between aspects of organisational
culture and creativity and innovation among 184 organisations in the Slovak Republic. They
found the main aspects of organisational culture of influence were the extent to which the
employees felt safe to express new ideas, the extent to which new ideas of employees were
implemented, and the openness of team communication to facilitate good interpersonal
relationships (Ali Taha et al. 2016).
2.7.6 Quality of IT project planning on project outcomes organisation performance
Project management related to the introduction of new technologies is an increasingly common
practice in modern organisations. As Schwalbe (2020) has explained, new developments in
computer hardware, digital information systems and software applications have “radically
changed the work environment” including how employees interact. In the context of IT project
planning and implementation, IT governance refer to methods used to control the project from
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conception to the final evaluation of outcomes (Rush & Connolly 2020; Schwalbe 2020).
Hence, governance around the complexities of IT projects must be effective in addressing the
many trade-offs that must take place between the scope, goals, budget and schedule of the
project (Rush & Connolly 2020; Schwalbe 2020).
In turn, it is not surprising to find it confirmed in the literature that a dramatic evolution has
taken place in regard to the complexities of IT projects and how the governance mechanisms
by management coordinate the use of hardware, software and networks to create a product or
service or to facilitate product or service innovation (Schwalbe 2020). According to Duffy
(2016), for IT project planning to be effective, it must integrate the everyday workplace
activities into the implementation schedule. That is, there must be consideration of the
availability of team members and access to experts, the formation of a Steering Committee or
designated project leader to manage communication flows, and the allocation of the necessary
resources to achieve the IT project objectives (Duffy 2016).
The quality of IT project planning and its relation to organisational performance is thus a
priority area of interest to most leaders and managers in modern organisations. Performance in
this context refers to the ‘competitiveness’ outcomes for the organisation, manifesting from the
allocation of resources and the demonstration of core competencies (Reynolds & Yetton 2015).
As such, there is a connection implied in the literature between organisational performance and
business value in terms of how effectively the organization's core capabilities make use of the
available resources to create and capture value (Reynolds & Yetton 2015). Moreover, empirical
evidence shows a positive relationship between IT project planning quality and enhanced
organisational performance. For example, a study by Kallunki, Laitinen and Silvola (Kallunki,
Laitinen & Silvola 2011) of the impact of the adoption of an enterprise resource planning (ERP)
in 70 large organisations in Finland found that business value was improved through more
efficient sales and services leading to improved customer satisfaction and an increase in sales.
Similarly, Ali, van Groenendaal and Weigand (2020) compared the organisational performance
outcomes for businesses in Pakistan to have adopted an ERP with non-adopter organisations of
the ERP. The authors reported that the adopter organisations performed better across key
financial indicators including Return on Equity (ROE), Return on Assets (ROA), ROI capital
and costs of goods sold to sales (Ali et al. 2020). This thesis focuses on the relationship between
IT project planning quality and organisational performance in regard to two outcomes in
particular: service innovation and operational excellence.
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2.7.7 Service innovation
The importance of contemporary organisations being innovative in terms of product
development and service delivery when operating in domestic and/or international markets is
well-established in the literature (Schoemaker, Heaton & Teece 2018; Singh et al. 2020b,
2020a; Szutowski 2019). As stated, service innovation can deliver performance enhancement
via improvements to the “intangible offerings” of the organisation (e.g Singh et al. 2020, p. 2)
as well as the capacity for strategic planning (Jaaron & Backhouse 2018). However, the key to
maximising the benefits of service innovation initiatives is to ensure that employees recognise
and experience the benefits to workplace processes and outcomes following their
implementation (Belanche et al. 2020). As stated succinctly by Singh et al. (2020a), “the desired
results of service innovation can be obtained only when individuals consistently use
innovations.”
The importance of service innovation to organisational performance is also reflected in the
research literature. For instance, studies have reported that successful service innovation can
improve both the operational and financial performance outcomes and the organisation’s
capacity to adapt to changing market conditions (Singh et al. 2020b; Wadho & Chaudhry 2018).
Moreover, it is notable that in some studies where service innovation has not resulted in
advanced organisational performance that the failure to achieve the benefits was due to project
implementation issues rather than issues with the actual service innovation ( e.g. Kim & Chung
2017).
2.7.8 Operational excellence
Broadly speaking, operational excellence includes the use of “comprehensive, systematic, and
technological methodologies” in such a way as to reinforce the internal structures of the
organisation and which are underpinned by sustainability principles (Chakraborty, Sharma &
Vaidya 2020, p. 2). Put more succinctly by Sony (2019, p. 67), “operational excellence … is
organizations making improvements to attain a competitive advantage.”
As a result, IT infrastructure is “integral to operational excellence” for organisations operating
in complex and competitive markets (Chakraborty et al. 2020, p. 1). To explain this assertion,
Chakraborty et al. (Chakraborty, Sharma & Vaidya 2020) point to the way in which IT plays a
crucial role in supporting operational excellence strategies in service-based economies in
particular by facilitating linkages between the different agents and stakeholders in the
operations and via effective information management. Moreover, effectively planned and
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synchronised operations are tied in the literature to productivity and efficiency dividends ( e.g
Mangla et al. 2020) as well as to organisational sustainability related to triple bottom-line
outcomes (e.g. Bag et al. 2020).
Of course operational excellence implies a focus on multiple aspects of the organisation’s
functioning parts including its supply chain, leadership, auditing and controls and customer
satisfaction just to name a few. Based on this view, it has been asserted by Sony (Sony 2019)
that an organisation must follow a model of sustainability when implementing operational
excellence initiatives if the benefits are to be sustained over time. In this context, sustainable
operational excellence is characterised as the successful implementation of skill sets and
leverages “that allow an organization to structure its business processes to achieve sustainable
performance” (Sony 2019). This is sustainability in terms of environmental outcomes (e.g.
waste and pollution reduction, more energy-efficient processes etc.), social outcomes (e.g.
equitable opportunities, diversity, community ties etc.), and financial outcomes (e.g. reducing
costs and increasing ROA).
Regarding the role of IT in the relationship between operational excellence and business
performance, Sartal and Vázquez (2017) sought to investigate the “synergies and dysfunctions”
between IT and operational excellence in a lean environment, focusing on the ways in which
changes (improvements) emerge in complex systems via the evolution in interactions among
employees, technologies and departments. Using longitudinal case study data (2003 to 2014)
on one of the world’s largest canning factories, the authors found that constantly changing or
evolving operational processes, the features of the IT systems, and the broader environment in
which the organisation is operating can impact how IT mediates the relationship between
operational excellence and enhanced business performance (Sartal & Vázquez 2017).
2.8. Theoretical Frameworks
In general, theories of strategic alignment (e.g. Coltman, T et al. 2015a; Henderson &
Venkatraman 1993) seek to explain “the dynamic alignment between businesses needs and
digital technologies, emphasising both strategic and structural alignment” (Li et al. 2016). As
the authors further explained, theories of strategic alignment posit three central arguments: first,
the performance of an organisation depends on structures and capabilities that facilitate the
realisation of strategic decisions and goals; second, alignment is a bi-directional (two-way)
process where business and IT strategies function as mutual drivers; and third, strategic IT

34

alignment is an ongoing process of adaptation and change rather than a single event (Li et al.
2016).
The focus on organisational structures and capabilities in theories of, or theories related to,
strategic alignment is further illustrated by Reynolds and Yetton (2015). In particular, the
authors have asserted that managers play a crucial role in ensuring that the resources and
capabilities are effectively structured, bundled, and leveraged to meet organisational objectives.
From this perspective, the IT strategy is that which defines the capabilities needed to support
and facilitate the core business strategies. Value is then created through the interactions of the
organisation’s capabilities as they generate organisational competencies. That is, business
capabilities and IT functional capabilities “influence each other through complementary
relationships, where the value of one capability is enhanced by the presence of the other”
(Reynolds & Yetton 2015). Specifically, Reynolds and Yetton (Reynolds & Yetton 2015) assert
that the three main drivers of value creation through business-IT strategic alignment are
competence, governance, and flexibility.
2.8.1 Resource-based view theory
Resource-based view theory (RBV) is important to an understanding of Business-IT strategic
alignment because it uncovers how resources can best be applied to reveal ways to exploit IT
opportunities to produce superior strategies (Kearns & Lederer 2003). For this reason, a
resource-based view (RBV) of firms has become increasingly prevalent in the literature on
strategic management. Put succinctly, the RBV of firms posits that the firm's internal resources
are the main predictors of both operational and financial performance (Wernerfelt 1984). A
firm’s resources include, but are not limited to, its tangible and intangible assets, capabilities,
processes, attributes, information and knowledge, which it controls in order to design and
implement strategies to improve efficiency and effectiveness (Miyamoto 2017).
In terms of strategic Business-IT alignment, the RBV is useful for understanding how alignment
can function as a complex organisational process that is both heterogenous and immobile to
produce competitive advantage (Kearns & Lederer 2003). In this way, the RBV is a predictive
theory that may be applied to IT strategic alignment to understand why firms can generate
business value via competitive advantage. In this context, Miyamoto (Miyamoto 2017)
conducted a study that applied the RBV to identify how the resources in South Korea firms
impacted the IT business value in relation to competitive strength.
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The variables analysed in relation to competitive outcomes included the relationship between
differentiation/diversification and quality/customer’, ‘differentiation/diversification and
leadership/reliability’, ‘quality/customer and cost efficient’, and ‘quality/customer and
leadership/reliability’. The author found that IT variables had a positive and significant
relationship with ‘differentiation/diversification’; whereas a significant, strong, but negative
relationship was found for ‘leadership/reliability’ (Miyamoto 2017).
Reynolds and Yetton (Reynolds & Yetton 2015) applied RBV and path dependence to examine
the pathway towards functional, structural, and temporal IT strategic alignment in multibusiness organisations (MBOs). As stated by the authors, MBOs present particular challenges
for business-IT strategic alignment given that business strategies are developed at the top
management level, in separate strategic business units and over the organisational investment
cycle. Thus, Reynolds and Yetton (Reynolds & Yetton 2015) moved beyond the general
assumption that “IT strategy is aligned with a single business strategy at a single point in time”
to explore how alignment in the multi-business context.
Functional (or horizontal) alignment refers to the relationship between the IT strategy at the
functional level and the business strategy; that is, it aligns the organisation’s strategy, processes,
and structures (Henderson & Venkatraman 1993). From a contingency theory perspective, the
business value is then created, through the functional alignment in that the external fit matches
the organization's structure with the environmental context and positioning in the external
market. As such, the strategic business units (SBUs) of the organisation are the value drivers.
From a RBV perspective, business value creation via business-IT strategic alignment at the
functional level is related to organisational performance. In this context, performance is
characterised as “a function of competitively distinct organizational resources and capabilities”
(Reynolds & Yetton 2015, p. 105). In this context, the organization's capabilities refer to its
ability to gather, integrate, and use resources to generate and capture value. As such, the
capabilities considered as potentially valuable are those that are specific to the organisation,
rare, and difficult to imitate or substitute.
Structural (or vertical) alignment is characterised by Reynolds and Yetton (2015) as the
relationship between organisation strategies and SBU strategies and how their interaction
creates value. According to the authors, competitive MBOs create and exploit synergies across
the SBUs and must therefore ensure coordination between the organisation level strategizing
and SBU level strategizing. The challenge to achieving IT structural alignment is how best to
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allocate decision-making rights to effectively facilitate the coordination of organisation-wide
IT system capabilities and the IT capabilities specific to the SBU (Reynolds & Yetton 2015).
On this point, the authors that the most effective IT governance structure is one in which there
is an appropriate “partition [of] Business-IT strategic alignment decisions between the
corporate level and the SBU level consistent with the dominant logic of the MBO” (Reynolds
& Yetton 2015, p. 106). In terms of the governance implications when trying to create business
value through structural alignment, Makadok (2011) has asserted that improving governance
mechanisms can create value in two key ways. First, through the allocation of resources to
improve the efficiency with which the operational objective is achieved, it facilitates a reduction
in transaction costs. Second, by reducing agency coordination costs.
Temporal alignment as used by Reynolds and Yetton (Reynolds & Yetton 2015) refers to
strategic IT alignment over time. Based on the premise that “alignment is inherently dynamic”,
strategic decision making within the organisation requires flexibility in order to exploit
opportunities or respond to challenges as they emerge through changes in the external
environment (e.g. generated by a competitor’s actions). Consideration of temporal alignment is
necessary given that the strategic decisions (choices) made by one organisation will elicit a
response action from a competitor organisation over time, which will in turn require a response
(Reynolds & Yetton 2015). Hence, if Henderson and Venkatraman (1993, p. 473)
conceptualisation of strategic alignment as “a process of continuous adaptation and change” is
accepted, then continuous assessment and decision making around market trends is vital if
business-IT strategic alignment is to be sustained over time (Reynolds & Yetton 2015).
2.8.2 Dynamic capabilities theory
The concept of capabilities has been drawn from the dynamic capability view as it emerged
from the RBV (Cao et al. 2016). The dynamic capabilities of a firm refer to its “ability to
integrate, build, and reconfigure internal and external competencies to address rapidly changing
environments” (Gerow et al. 2015, p. 469). In turn, the main objective for a firm to integrate,
build, and reconfigure processes is to realise a new and innovative type of competitive
advantage. The central premise of the dynamic capability perspective is that a firm's capabilities
such as alignment can be improved deliberately over time rather than simply be acquired (Baker
et al. 2011). As a result, the firm's alignment can be established as a platform from which to
maintain flexibility in the business and IT strategies and processes of the firm in response to
the changes occurring in the market (Baker et al. 2011). A key implication in the Dynamic
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Capabilities Framework is thus that firms must “constantly adjust to the changing business
environment by developing the capability to adapt and match strategies to processes” (2015, p.
469). By making such adjustments, firms increase their potential to achieve more robust
alignment between business and IT strategies over time’ (Gerow et al. 2015).
According to Kahre, Hoffmann and Ahlemann (2017, p. 4709), the emergence of digital
technologies has necessitated the division of the concept of dynamic capabilities into two fields:
traditional “planned” dynamic capabilities and “improvisational” dynamic capabilities, with the
latter “enabling spontaneous but not necessarily uncoordinated change in turbulent
environments”. In turn, the authors have asserted that, in the digital era, substantial IT/business
capabilities that can exploit digital options and dynamic capabilities to reshape the resource
base are vital to sustaining a competitive advantage.
The central premise underpinning the application of dynamic capabilities theory to understand
the value of Business-IT strategic alignment is that the emergent properties of a system must
continually be developed and redeveloped via the configuring and reconfiguring its subsystems
to allow it to respond effectively to changes in the environments (Cao et al. 2016). In turn, the
‘capabilities’ of the system are considered in relation to its “capability to sense opportunities,
the capacity to seize opportunities, and the capacity to manage threats” (Augier & Teece 2009,
p. 412). Helfat et al. (2007) has also asserted that capabilities refer to both the decision makers’
and the system’s ability to create or modify, or to integrate and reconfigure, the functions of
different subsystems to respond to pressures in the environment. In this way, a system's
capabilities refer to both processes and abilities (Ambrosini & Bowman 2009).
2.9 Summary and Conclusion
Many organisations, especially government organisations, seek high performance to achieve
distinguished services of competitive value through the successful implementation of the
organisation’s strategy. This constitutes an obsession that preoccupies the minds of Executives,
Senior Management and IT specialists. In order to achieve these goals, it is necessary to research
and focus on the factors associated with implementing the organisations' work strategy,
especially those that lead to achieving goals and creating support for decision-making and
customer satisfaction. Notably, both concepts must be considered necessary and interrelated if
organisations achieve anticipated returns and business value from IT projects and services. IT
projects are seen as an essential construct to achieve the goals and objectives of government
organisations and to improve overall performance. Given the need for governments to invest in
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IT in order to be innovative and competitive, the critical factor in achieving optimal returns is
the organisation's capacity to utilise digital resources most effectively.
The literature in this chapter reveals that Business-IT strategic alignment exists when “goals,
activities and processes of a business organization are in harmony with the information systems
supporting them” (Aversano et al. 2012, p. 155). In turn, a high level of alignment between the
two strategic domains is deemed to have a positive influence on the effectiveness of the IT
systems leading to improved business performance (Aversano et al. 2012; 2012). Furthermore,
several antecedents to achieving robust strategic alignment between IT and business entities
have been identified in the literature. They include, but are not limited to, a shared
understanding between business and IT regarding IT's strategic objective, the IT governance
mechanisms, the maturity level of the enterprise architecture, and the strategic direction of the
organisation (Coltman et al. 2015, p. 91).
This chapter presented a review of literature on organisational characteristics (including culture
and structure) acknowledged as key internal factors of influence on the relationship between IT
strategy and IT project performance. Indeed, organisational factors such as identity, culture,
structure, and entrepreneurial orientation play an important role when exploring the business
value of IS.
The literature revealed that the TM characteristics include TM support, TM Knowledge, TM
participation in business planning, and TM participation in strategic IT planning. These are all
deemed significant factors of influence in the processes and outcomes of project planning and
implementation, internal planning initiatives and the alignment of strategies and processes to
improve organisational performance.
The literature also identifies that TM capabilities including technical skills and the strategic
alignment of IT and business goals contributes to the organisation’s ability to successfully
implement or deploy its information systems and facilitate business-IT collaborations. A review
of the literature reveals that organisational culture and organisational structure are
acknowledged key internal factors of influence on the relationship between IT strategy and its
performance in implementing an IT project. Finally, this chapter revealed that the quality of IT
project planning has a significant impact on three IT project outcomes of interest: organisational
performance, service innovation and operational excellence.
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RESEARCH MODEL AND HYPOTHESES
The research model for this study was developed using the IT Business Value Integrative
Model. This chapter describes the basic components of the model that were previously defined
in Chapter 3 and their relationship, followed by a description of the development of the research
model. and provides the justification for each of the hypotheses associated with the model.
3.1 Research Objective and Research Question
This study aimed to analyse the key determinants of business value related to IT projects using
the IT/business strategy alignment perspective in Saudi Arabian public-sector organisations. In
doing so, it examined the business and IT models implemented in public-sector organisations
in Saudi Arabia to achieve high performance, service innovation, and operational excellence.
To address the research objective, the following four main research questions were proposed:
the impact of information technology governance mechanisms on the strategic alignment
between business and information technology (RQ1), the effects of senior management
characteristics on the strategic alignment between business and information technology and
information technology governance mechanisms (RQ2), the impact of Business-IT strategic
alignment on the quality of IT project planning and moderating impact of organisational
characteristics (RQ3), and the impact of the quality of IT projects planning on IT project
outcomes (organisational performance, service innovation, and excellence operational (RQ4).

3.2 Research Model and Hypotheses Development
3.2.1 IT governance's mechanisms (Hypothesis 1)
IT governance's broad goal is to improve alignment between the business and IT entities by
drawing together the different sets of subsystems in the organisation, including processes,
structures, and relational mechanisms (De Haes and Van Grembergen 2008). As such, the
quality of IT governance is a key determinant of the effectiveness of IT use at the organisational
level (Couto et al. 2015). In this study, IT governance is understood as the IT’s management
and regulation established in an organisation to achieve its objectives. These objectives
typically include improving alignment between IT with business goals, delivering IT value to
the organisation, and mitigating IT risks to business performance (Yaokumah, Brown & Adjei
2015). IT governance can be deployed through the use of a mixture of organisational structures,
processes, and relational mechanisms (De Haes & Van Grembergen 2015). Studies have
demonstrated the mediating effect that IT governance mechanisms can have on the relationship
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between Business-IT alignment and organisational performance (Wu et al. 2015; Ghildyal, And
& Elizabeth 2017; Turel, Liu & Bart 2017). Based on these findings, this study proposes this
following hypothesis:
H1: IT governance mechanisms have a positive significant impact on Business-IT strategic
alignment.
3.2.2 Top management characteristics; Hypothesis: H2 (a-b) – H5(a-b)
Top management (TM) refers to the highest-ranking personnel in a business enterprise such as
Chairperson, Chief Executive Officer, and Managing Director whose primary responsibility is
to translate policy into goals and strategies into value-creating outcomes. As such, TM is
commonly cited as one of, if not the most important factors in business process management
(Trkman 2010). Therefore, it is not surprising that research evidence that demonstrates TM as
a critical success factor for the alignment of business and IS plans when it (TM) is committed
to the strategic use of IT (Chong et al. 2011). Three aspects of interest to this study are TM
support, TM knowledge, and TM participation. Specifically, the way in which these TM aspects
impact on Business-IT strategic alignment in an organisation and their moderating effect on the
relationship between IT governance mechanisms and Business-IT strategic alignment. TM's IT
knowledge can be a critical resource to support the achievement of the firm’s strategic goals
and is a vital component of business-IT strategic alignment (Chao & Chandra 2012).
Furthermore, TM who participate in business planning processes by sharing information and
creating new knowledge can facilitate business-IT strategic alignment (Chao & Chandra 2012).
IT-business strategic alignment is TM's concern (Guillemette & Paré 2012; Gerow et al. 2014;
Kappelman et al. 2014). Moreover, it has long-been acknowledged that the behaviour of TM is
a significant factor of influence in the processes and outcomes of project planning and
implementation (Hornstein 2015). In terms of the relationship between IT governance
mechanisms and Business-IT strategic alignment, this is typically framed around the idea that
the former has a central role in the way that the organisational structures and processes produce
the latter (Bradley et al. 2012). Notably, TMs who do perceive IS as a strategic tool are more
likely to participate in strategic IS planning to use IT as a strategic resource to deliver value to
the firm (Štemberger, Manfreda & Kovačič 2011). Therefore, the capacity of TM to ‘control’
how the structures and processes influence the formulation and implementation of the IT
strategy – through the provision of support, application of knowledge, and/or general
participation in the processes – can have a mediating effect on the relationship (Wu et al. 2015).
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Research evidence shows a positive relationship between TM participation in internal planning
initiatives and the alignment of strategies and processes to improve organisational performance
(Hung 2006). In addition, TM knowledge of IT has been found to mediate the relationship
between business–IT strategic alignment and business effect of IT, as well as indirectly support
IT project planning to reduce project problems (Kearns & Sabherwal 2006). Conversely, the
research evidence shows that TM's lack of relevant IT knowledge is a predictor of the provision
of less support for robust relationships between IT governance and business-IT alignment
(Elbashir et al. 2013). Moreover, research evidence shows that TM's supportive versus
authoritarian participation in the strategic and business planning around IT governance can
positively or negatively moderate the relationship between IT governance mechanisms and
Business-IT strategic alignment, respectively (Turel et al. 2017). Based on these findings, this
study has formulated the following hypotheses:
H2a TM participation in business planning has a moderating effect the relationship between IT
governance mechanisms and Business-IT strategic alignment.
H2b TM participation in business planning has a positive significant impact on Business-IT
strategic alignment.
H3a: TM participation in strategic IT planning has a moderating effect the relationship between
IT governance mechanisms and Business-IT strategic alignment.
H3b: TM participation in strategic IT planning has a positive significant impact on BusinessIT strategic alignment.
H4a: TM support has a moderating effect the relationship between IT governance mechanisms
and Business-IT strategic alignment.
H4b: TM support has a positive significant impact on Business-IT strategic alignment.
H5a: TM knowledge of IT has a moderating effect on the relationship between IT governance
mechanisms and Business-IT strategic alignment.
H5b: TM knowledge of IT has a positive significant impact on Business-IT strategic alignment.
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3.2.3 Business-IT strategic alignment (Hypothesis 6)
Alignment between business processes and strategies may be regarded as a foundation for
achieving business objectives. Indeed, business-IT strategic alignment more specifically helps
to achieve congruence in the IT project plan over time by supporting the strategies to be
effectively translated into actions (Schlosser et al. 2010). The pursuit of alignment between IT
and business strategic objectives therefore reflects management’s view on how IT can be used
to create business value and improve performance outcomes (Coertze & Von Solms 2014).
Notably, IT project planning techniques are regularly applied to the tasks associated with
planning and executing operational changes to create value and improve the efficiency and
competitive position of the business (Too & Weaver 2014). Furthermore, strategic alignment
research to date has identified IT project planning as a source category of Business-IT strategy
alignment. Indeed, the quality of IT project planning is considered as a key IT-enabler of
organisational outcomes (Kearns & Lederer 2003). This has empirical support, with research
evidence showing that Business-IT strategic alignment can have a positive impact on the quality
of IT project planning, which, in turn, contributes to improved organisational performance
(Kearns & Sabherwal 2006). Therefore, this study has formulated the following hypothesis:
H6: Business-IT strategic alignment has a positive significant impact the quality of IT project
planning.
3.2.4 Organisational characteristics Hypotheses: H7 (a-b)-H8(a-b)
Organisational culture and organisational structure are acknowledged a key internal factors of
influence on the relationship between IT strategy and its performance in implementing an IT
project (Chen & Huang 2012). Indeed, previous studies have found that organisational factors
such as identity, culture, structure, and entrepreneurial orientation play an important role when
exploring the business value of IS (Roberts et al. 2016). For example, Roberts et al. (2016)
used the dynamic managerial capability perspective to investigate the importance of IS for
sensing opportunities for innovation, the extent to which managerial IS utilise behaviours which
impact a manager’s volume and diversity of ideas for organisational innovation, and the
moderating role of organisation-level entrepreneurial orientation characteristics (e.g. autonomy,
innovativeness, and risk taking). The authors found that: “organizational autonomy and
innovativeness positively moderate the aforementioned innovative use/idea relationships” (p.
45). Likewise, Wilden et al. (2013) applied the dynamic capabilities perspective and found that
organisational structure moderates the relationship between organisational dynamic capabilities
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and organisational performance. Drawing on this discussion, the following hypotheses have
been formulated:
H7a: Organisational structure will moderate the relationship between Business-IT strategic
alignment and the quality of IT project planning.
H7b: Organisational structure has a positive significant impact on the quality of IT project
planning.
H8a: Organisational culture will moderate the relationship between Business-IT strategic
alignment and the quality of IT project planning.
H8b: Organisational culture has a positive significant impact on the quality of IT project
planning.
3.2.5 Quality of IT project planning Hypotheses: H9-H11
IT project planning involves the organisation and delineation of responsibilities for the
successful achievement of the IT goals specific to the business. IT project planning which is
conducted in recurrent intervals and which aligns with the firm's (strategic) planning cycles has
been found to impact the firm's ability to integrate the project into the existing strategic
processes and achieve key objectives (Jonas 2010). Moreover, the quality of management
decision making to influence strategic choices during project planning for innovation impacts
the extent to which the decisions and choices serve the best interest of the firm to achieve its
long-term strategic needs (Artto et al. 2011). The capacity of a business to support service
innovation and improvements in operations and financial performance is linked to its capacity
to create value (Chillingworth, 2015). In turn, the use of IT projects to create these value outputs
requires strong linkages between the project’ goals and the broader business strategy
(Chillingworth, 2015).
Recent research by Barnes (2017) reported an association between the quality of IT project
planning and improvements in key business strategy outcomes including financial performance
and customer satisfaction rates. Previous studies have also identified a positive link between
Business-IT strategic alignment and organisational outcomes (Kearns & Sabherwal 2006;
Tallon 2007; Coltman et al. 2015;Wu et al. 2015). For example, Kearns and Sabherwal (2006)
applied a knowledge-based approach and found that Business-IT strategic alignment has a
positive significant impact on the quality of IT project planning, which in turn has a significant
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positive impact on organisational performance. Drawing on the above discussion, the following
hypotheses have been formulated in the context of Business-IT strategic alignments:
H9: The quality of IT project planning has a positive significant impact on organisational
performance.
H10: The quality of IT project planning has a positive significant impact on service innovation.
H11: The quality of IT project planning has a positive significant impact on organisational
operational excellence.
Drawing on the above discussion, the following research model was developed (see Figure 3.1):
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Figure 3.1 The proposed research model
3.3 Summary and Conclusion
This chapter presented the research model and the development of the hypotheses. It also,
introduced and described the basic components of the model and their relationships that were
previously defined in Chapter 3. Followed by a description of the development of the research
model constructs and justifications for each of the hypotheses associated with the model.
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RESEARCH METHODOLOGY
4.1 Introduction
This chapter aims to present and identify the methodology used to verify the validity of the
proposed framework and provide an answer to the research questions of this study. An
Overview of Research Approaches is presented in Section 3.1. The second section shows and
justifies the research strategy and design. Following that, the qualitative approach is discussed
in section 3.4, including case study research, case study interviews, cases selection, interviewee
recruiting, interview process, and case study analysis. Finally, Section 4.5 discusses the
quantitative approach, including survey research, survey translation, survey pre-test, designing
online surveys, and data analysis.
4.2 Overview of Research Approaches
This study aimed to analyse the key determinants of business value related to IT projects using
the IT/business strategy alignment perspective in Saudi Arabian public-sector organisations. To
achieve this aim, this study utilised a mixed-methods design. The mixed-methods design
combines both qualitative and quantitative methods and can thus add significantly to the
comprehensiveness of the data collection and the reliability of the findings reported (Creswell
2013; Hesse-Biber 2010; Venkatesh et al. 2016). The mixed-method design also allows the
researcher to interpret and compare the first method's findings to the second method (Cresswel
2013).
The mixed approach is a type of research in which the researcher or a group of researchers rely
on combining more than one or two methods of quantitative research (e.g., survey and
experiment) and qualitative (e.g. study or ethnography) (Creswell 2013; Viswanath, Brown &
Sullivan 2016) and this may provide a deep understanding of the research problem other than
using only one approach (Tashakkori & Teddlie 2003; Viswanath et al. 2016).
Recently, mixed-methods design has been widely widespread in information systems research
and studies (Bhattacherjee & Premkumar 2004; Keil & Tiwana 2006; Sykes & Venkatesh 2017;
Zachariadis, Scott & M. 2013). Mixed-methods provide an opportunity to develop new
theoretical perspectives by combining the strengths of qualitative and quantitative methods
(Viswanath et al. 2016). Thus, it provides a clearer, more integrated and richer view of the
results leading to a richer understanding of the researched phenomenon. Therefore, it may be
appropriate to use a mixed-methods approach to conduct this study instead of only using one
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method.
Three research approaches are identified by Creswell (2013): qualitative, quantitative and
mixed-methods. Qualitative data helps in gaining an in-depth understanding the phenomenon
of research by studying a small number of individuals or units of research. Qualitative research
relies on assumptions that differ from the assumptions of the quantitative approach. The data
resulting from this approach are qualitative descriptive results (words or pictures) instead of
numbers that describe participants' perceptions and experiences (Marshall and Rossman 1989;
Merriam 1998; Cresswel 2013). In contrast, quantitative data helps in understanding the
phenomenon through a large number of individuals or research units. It relies on testing the
relationship among the variables that can be analysed and measured statistically (Driscoll et al.
2007; Sykes & Venkatesh 2017). In this case, the study will not be in-depth as a result of trying
to study limited elements. The third approach is mixed-methods research where the researcher
collects and analyses data and works to reconcile and integrate mixed-methods research. The
researcher collects and analyses data, works to reconcile and integrates results, and conclusions
obtained from methods or quantitative and qualitative tools in the same study or research
(Cresswel 2013; Viswanath et al 2016).
The term multi-method or mixed methods is often used in Social Science and Behavioural
Science research. However, there is a big conceptual difference between these two types
(Tashakkori & Teddlie 2003; Zachariadis, Scott & M. 2013; Viswanath et al. 2016). Conducting
research using a mixed approach requires a set of qualitative and quantitative measures (e.g.,
field experiment and ethnography), while multimodal research requires a set of quantitative or
qualitative procedures (Tashakkori & Teddlie 2003; Venkatesh, Brown & Bala 2013). The
integration of methods and data is the main and important value of mixed-methods research.
Hence, the mixed approach includes multiple methods (qualitative and quantitative) and
research techniques that are determined by the type and purpose of the data (Fielding 2012;
Tashakkori & Teddlie 2003; Venkatesh et al 2013).
Tashakkori and Teddlie (2009) classified mixed-methods research into two main dimensions:
fully mixed-methods and partially mixed-methods. Fully mixed methods is where researchers
mix between the qualitative and quantitative parts at all stages of the study (objectives, data
analysis and operations, inferences and so forth). In contrast, partially mixed-methods research
sees the researcher mix the quantitative and qualitative approaches at specific stages of the
study (e.g., sampling, data collection and analyses, data inference). Creswell identified two
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basic types of mixed-methods designs: concurrent and sequential(Creswell 2009; Creswell &
Clark 2007, 2017)
Sequential mixed-methods research consists of two methodologies (qualitative and
quantitative). The first methodology is applied (e.g., qualitative), and based on the findings of
the first stage, the second methodology is devolved (e.g., quantitative) or vice versa. The
approaches include sequential explanatory, sequential

exploratory, and sequential

transformative (Cresswel 2013; Venkatesh et al. 2013). This method is useful when the findings
are unexpected in the first phase and the researcher can then investigate further during the next
phase (Cresswel 2013; Morse 2010).
Concurrent mixed methods research also consists of two different methodologies (qualitative
and quantitative), but the two methods are conducted at the same time. This approach includes
three types: concurrent triangulation, concurrent nested, and concurrent transformative (Castro
et al. 2010; Cresswel 2013; Venkatesh et al. 2013) This approach is easy to implement because
the data is collected in one stage. It is less -consuming than the other strategies implemented in
several stages (Cresswel 2013; Venkatesh et al. 2013). In addition, it provides a broad, holistic
view and a better understanding of the research problem (Tashakkori & Teddlie 2010).
There are four reasons for utilising a mixed-methods design. First, mixed-methods research
provides an opportunity to apply complementary perspectives on the subject under study. By
applying the mixed-methods, researchers expect to combine each approach's strengths
(Creswell 2013; Venkatesh et al. 2013). Second, the results of a study are often insufficient to
gain an adequate understanding of the research problem. In this case, it is often a good idea to
use a further study to interpret the findings appropriately to support the findings' validity
(Venkatesh et al. 2013). Third, combined quantitative and qualitative methods provide the
strength of integrative interpretation by combining the strengths of qualitative and quantitative
methods. Any restrictions of one of the two methods are overcome, and, as a result, ‘metainferences’ and integrative interpretations view theoretical statements, narratives, and findings
from both methods quantitative and qualitative strands of mixed-methods research (Creswell
2009; Tashakkori & Teddlie 2003; Venkatesh et al. 2013). Fourth, employing both quantitative
and qualitative methods may bridge the gap between different methods and/or paradigms in
information systems research. Despite the relatively common use of mixed-methods research
in the Social Science field, its use in the study of Information Systems (IS) is relatively new.
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This may contribute to development and understanding by using mixed-methods precisely in
IS research (Venkatesh et al. 2013).
Thus, the main purpose of using a mixed-methods research design is to develop a more in-depth
and inclusive understanding of the research phenomenon within the chosen population
(Cresswel 2013). According to Cooper et al (2012), the proposed method provides the perfect
opportunity to investigate all research aspects across multiple organisations closely. It also
provides a deep level of understanding regarding the current situations and conditions of the
research problem (Alghazi et al. 2018). These outcomes fit perfectly with the current study's
aim, with data collected from employees working at various job levels in multiple public-sector
organisations to better understand the research problem and answer research questions.
This study employed multiple constructs not previous used in studies in the same context. These
include IT governance mechanisms, Business-IT strategic alignment, quality of IT project
planning, Top Management (TM) characteristics, organisational characteristics, organisational
performance, service innovation, and operational excellence. Therefore, a concurrent
triangulation mixed-methods approach was chosen to achieve the aims of the study. The
concurrent triangulation approach is less time consuming because qualitative and quantitative
data are collected at the same time (Castro et al. 2010; Cresswel 2013; Venkatesh et al. 2013).
This approach is the most common mixing methods design (Creswell & Creswell 2017;
Creswell et al. 2003). This design is useful for confirming and validating study results (Hanson
et al. 2005) because the researcher collects quantitative and qualitative data concurrently to
cover any deficiencies or errors that may be discovered in the data analysis stage.
Furthermore, it is useful to determine if there are combinations, convergences, or differences
leading to validation, confirmation, and enhanced reliability (Steckler et al. 1992; Greene,
Caracelli & Graham 1989; Morgan 1998; Creswell & Poth 2016). The weight given to the
quantitative and qualitative approaches is usually equal in this strategy, but priority may be
given to one or the other (Creswell, Plano Clark & Hanson 2003; Creswell & Poth 2016).
Triangulation mixed-methods is also suitable for research that needs to document consistency
in the findings by using different methods and may also lead to integration or synthesis of
multiple theories (Creswell & Plano Clark 2011; Venkatesh et al. 2013).
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4.3 Concurrent Triangulation Mixed-Methods Design
The concurrent triangulation approach is broadly defined as using both combinations of
qualitative and quantitative data concurrently to determine the relationships among variables of
interest. This method enables researchers to determine if there are divergences, convergences,
complementarity

differences,

combinations,

confirmations,

disconfirmations,

cross-

validations, or corroborations across the different data sets (Plano Clark & Hanson 2003;
Creswell, Creswell 2009; Denzin 1978, 2017; Creswell & Clark 2017)
The triangulation strategy has the following strengths:
Effective design whereby both qualitative and quantitative data are collected at the same time.
Data are then analysed separately and independently. This provides a greater opportunity to
understand a problem from multiple perspectives better, compare results, and verify them
together (Creswell et al. 2003; Tashakkori & Teddlie 2009). The process includes confirmed
and corroborating evidence from several different sources to shed light on a topic or
perspective. Hence, the problem's dimensions can be more precisely defined and understood
(Creswell, Plano Clark & Hanson 2003; Venkatesh et al. 2016).
There are four variants of triangulation design: the convergence model, the data transformation
model, the validating quantitative data model, and the multilevel model(Creswell and Plano
Clark 2007). In the convergence model, the researcher collects both quantitative and qualitative
data about one single phenomenon separately and then attempts to merge the two data sets. The
results are then compared and contrasted during the interpretation or analysis phases to better
understand the research problem. Researchers use this model to validate, corroborate, or
confirm the results (Creswell and Clark 2007; Rayini 2017).
In the data transformation model the researchers collect and analyse the qualitative and
quantitative data separately (Creswell et al. 2004). Accordingly, after the initial analysis the
qualitative data are converted to numerical form or the quantitative data are converted to
narrative data form (Creswell & Clark 2007; Tashakkori & Teddlie 2009; Venkatesh et al.
2013). This integration helps the researchers compare and analyse two data sets and compare
and analyse two data sets and address the interrelations between variables to answer the research
questions and test hypotheses (Venkatesh et al. 2013).
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This model's multilevel research model includes different qualitative and quantitative methods
used on multilevel in one phenomenon. For example, using the qualitative data on one level
and the quantitative on the other level. The findings from each level are then combined into one
general interpretation(Creswell & Clark 2007).
The validating quantitative data model is used when the researcher needs to validate the
quantitative findings by including open-ended qualitative questions in the survey tool. This
provides the researcher with a mechanism to validate quantitative findings (Creswell and Clark
2007). Because the quantitative items do not provide sufficient and rigorous qualitative data,
the researcher merges the data set to understand, clarify and confirm the quantitative elements
and to verify and embellish them (Creswell & Clark 2007). The weight in given to each data
type (i.e. quantitative and qualitative) is equal in this model as discussed in section 3.3.
Although triangulation is the most commonly used in mixed-methods research designs, the
researcher may face some challenges. It may be more difficult to implement than other mixedmethods designs. Importantly, this design requires a lot of experience and effort because the
data are collected concurrently. Moreover, researchers may have difficulty explaining the
differences when analysing and interpreting the two data sets (Creswell & Clark 2007).
Of the four triangulation design variants, the convergence model has been adopted in this study.
There are three reason for using this model: to obtain different and complementary data on the
same subject by comparing both qualitative and quantitative results to provide more
understanding of the research problem (Creswell, Plano Clark & Hanson 2003; Venkatesh et
al. 2013) to overcome the weaknesses of each design including larger sample size, trends,
generalisation (Creswell, Plano Clark & Hanson 2003; Venkatesh et al. 2016) and to allow the
researcher to compare the two data sets to determine corroboration/confirmation, rejections or
intersections ( Greene, Caracelli & Graham 1989; Morgan 1998; Creswell & Poth 2016).
In a mixed-methods study, the quantitative and qualitative data set can be combined and
integrated (mixing) across the study (Creswell & Clark 2007; Venkatesh et al. 2013). This can
be done during data collection, data analysis, or during the discussion of results. In
Triangulation Design: Validating Quantitative Data Model, the integration is usually
accomplished when interpreting the data or in the Discussion chapter (Creswell & Clark 2007;
Creswell & Poth 2016; Venkatesh et al. 2013) The Validating Quantitative Data Model's
development process moved through several stages as shown in Figure 3.1 It shows the QUAN
and QUAL written in uppercase letters to indicate an emphasis or priority on the qualitative or
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quantitative data, analysis, and interpretation in this study. The boxes indicate the quantitative
and qualitative data collection and analysis components (Creswell & Clark 2007; Creswell &
Poth 2016; Venkatesh et al. 2013).
In a mixed-methods study, the quantitative and qualitative data set can be combined and
integrated during various phases of the research process (Creswell & Clark 2007; Venkatesh et
al. 2013). If the results indicate a convergence between the quantitative and qualitative methods,
the complementarity approach may provide strong arguments for inference and support the
proposed hypotheses and theory (Erzberger & Kelle 2003; Venkatesh et al. 2013). Moreover,
the quantitative and qualitative data sets can be combined and integrated (mixing) across
chronological phases of the study (Venkatesh et al. 2013). This can be applied during data
collection, data analysis, or when discussing the analysis results. However, in Triangulation
Design: Validating Quantitative Data Model the integration usually occurs when interpreting
the results or in the Discussion chapter (Creswell & Clark 2007; Venkatesh et al. 2013).
The development process in the validating quantitative data model moved through several
stages, as shown in Figure 4.1. It shows that QUAN and Qual data collection stand for
quantitative and qualitative data collection and capitalisation (written in uppercase letters). Both
methods will have equal priority (Creswell & Clark 2007; Venkatesh et al. 2013) .

Figure 4.1 Triangulation Design: Convergence Model (Creswell and Clark 2007)
4.4 Research Design
This study employed the convergent mixed-methods approach. This approach depends on
collecting qualitative and quantitative data and then analysing the two data sets separately. The
results are then compared to determine the extent to which the results from each data set
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confirms the other (Creswell & Clark 2007) as shown in Figure 4.1, Figure 4.2 shows the
foundational elements of the current study, including the research aims and objectives which,
along with the significance of the study and the research questions are presented in Chapter 1.
Following that, the literature review was conducted to identify the problem and research gap as
presented in Chapter 2. This includes details of the theoretical framework. The hypotheses and
development of the research model are presented in Chapter 3.

Figure 4.2 Research Design (Convergence Model) (Creswell and Clark 2007)
Details of the research design are presented in Chapter 4 including the justification for using
the convergent mixed-methods approach. As explained in the previous sections, this approach
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assumes that both qualitative and quantitative data provide different types of information
(Creswell & Clark 2007; Venkatesh, Brown & Bala 2013). Determining the weight given to
each data set depends on many considerations such as data collection method, its relevance to
the research objectives, and its relevance to the research questions. Each data set serves the
same purpose to cover all aspects of the research phenomenon (Morgan 1998; Creswell & Clark
2007). Therefore, this study considered both qualitative and quantitative data have equal weight
and emphasis. In this study, the data sets' integration is undertaken when interpreting the results
and in the Discussion chapter.
After designing the research and developing the research model and hypotheses, ethics approval
was obtained from the Human Research Ethics Committee (HREC) at the University of
Wollongong (Appendix A and B). This approval includes the participant's rights and the HREC
practices the researcher must adhere to protect the research participants and preserve their
rights. After approval was obtained from the HREC, this study commenced data collection.
Qualitative (QUAL) data were collected by undertaking case study research. Details of the
qualitative approach are presented in Section 4.6 and the interviews results are presented in
(Chapter 5). Data were collected via face-to-face interviews with the participants working in
multiple public-sector organisations in Saudi Arabia (SA). Participant demographic details are
presented along with the interviews protocol in Section 4.5. The results from the interviews
were sorted into codes, themes, and subthemes. The key themes to emerge from the interviews
and case study were compared side-by-side with the quantitative data. The key findings to
emerge from the whole study were them identified and discussed in Chapter (5).
The quantitative research approach used in this study is demonstrated in (Chapter 6). This
section includes the survey design process, pilot study, and survey administration. The findings
of this phase are outlined in Chapter (5). This includes data analysis procedures using the
structural equation model (SEM) to examine the research model and hypotheses. The results
were compared side-by-side with the final qualitative findings as discussed in Chapter (6).
Chapter 6 includes a discussion of the inferences to emerge from the quantitative and qualitative
findings separately, followed by a discussion of the Interpretation QUAN and QUAL inference
data QUAN and QUAL data's meta-inferences with the integrative inferences conducted by
Case study interviews comparison and SEM analysis results. Thus, it allowed the researcher to
compare, contrast, and combine the results (Venkatesh et al. 2013; Creamer 2017). Finally, the
quality of the integrated inferences were assessed to confirm the integrative efficacy, inference
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transferability, and integrative correspondence (Tashakkori & Teddlie 2009; Venkatesh et al.
2013; Creamer 2017). This process is demonstrated in Section 7.5.
4.5 Qualitative Research
4.5.1 Case study research
This study utilised a qualitative case study approach to compare, validate and confirm the
quantitative results (Creswell & Clark 2007; Venkatesh et al. 2013). As defined by Simon
(2009), a case study is an in-depth, real-world exploration that examines multiple perspectives
of complexity and uniqueness for a specific project, policy, institution, program, or system.
This method is a common qualitative approach in IS research and is very suitable for
understanding the interactions between innovations related to information technology (IT) and
organisational contexts (Darke et al. 1998). A case study allows researchers to explain the
meaningful properties of a phenomenon (Creswell & Clark 2007; Venkatesh et al. 2013). It also
allows for more accurate conclusions and comprehensive direct data to be obtained from a
completely real-world situation (Myers 2019; Oates 2005). The case study research method is
suitable for explanatory or exploratory analysis (Creswell & Clark 2007; Venkatesh et al. 2013).
Multiple insufficient sources with sufficient data should support case study data collection
procedures to support triangulation to validate the data (Yin 2003). For this reason, Yin (2003)
identifies three general principles during the data gathering process: (a) include the use of
several sources of evidence (at least two converging on the same set of facts for triangulation
purposes); (b) create a case study database to understand how to handle or manage data; and
(C) derivation and maintain a chain of evidence (Yin 2003). This enables the researcher to
enhance the study findings' reliability and validity when conducting the analysis and to ensure
the quality of the investigation (Yin 2003).
Case studies have been used extensively in similar IS research to determine strategic alignment
in the enterprise. As a result, there are a number of theories and frameworks to support work in
this field. Therefore, although the relationship between strategic alignment and IT business
value is still exploratory, there are justifications for applying the dual case study approach.
Specifically, case studies or interviews can be used to broaden our understanding of the issues
underlying strategic alignment rather than to prove or disprove certain hypotheses when testing
a formal model of strategic alignment (Tallon & Kraemer 1999).
The present study focuses on understanding and analysing the key determinants of business
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value related to IT projects using the IT/business strategy alignment perspective in Saudi
Arabian public-sector organisations. In doing so, it examined the business and IT models
implemented in public-sector organisations. Therefore, this study had conducted multiple case
studies by implementing face-to-face in-depth interviews with executive and senior managers
of the selected organisations. The interviews with participants were audio-recorded and
researcher notes were compiled during the process (Bogdan & Biklen 1997; Merriam 1998;
Cresswel 2013).
4.5.2 Multiple case study
The case study approach can involve a single case, multiple cases, or multiple analysis levels
(Yin 2009). It can also be used to accomplish multiple goals such as testing or building theories
(Eisenhardt et al. 1998; Stake 2013). Using multiple cases helps establish whether the findings
of the first case occur in the other cases and generalise the research findings (Cooper et al. 2012;
Yin 2009).
Multiple case studies enable the researcher to analyse and compare different contexts as well
as each context separately. This design is appropriate for testing theory or verifying hypotheses
and arriving at richer and more accurate explanations for a particular phenomenon. Yin (2009)
recommends using multiple cases when similar results are expected. Theoretical repetition and
contradictory results are permitted, but for reasons that are expected (Yin 2003). Indeed,
repetition can be useful for understanding and analysing the phenomenon and for increasing
confidence in the case study results to provide more convincing support to the theory on which
the study depends (Yin 2003, 2009). In this study, a multi-case study design was used to obtain
more convincing evidence and more generalisable results (Benbasat, Goldstein & Mead 1987;
Eisenhardt 1989; Yin 2003). Multi-case designs allow comparisons across cases or results
compared to previous results.
Replication is important in multi-case study design. Replication is undertaken so that no new
learning occurs, and saturation is achieved (Eisenhardt 1989). In other words, probability
sampling is not relevant to case study research (Yin 2003) because cases are not randomly
selected (Benbasat, Goldstein & Mead 1987). Accordingly, the organisations involved in this
multi-case study design were deliberately selected (Cavana, Delahaye & Sekeran 2001).
A multi-case study approach will help to analyse the factors contributing to Business-IT
strategy alignment and its impact on business performance in public-sector organisations in
56

Saudi Arabia. Moreover, case studies are the most widely applied research method, with 40 of
the 54 studies conducted in this field adopting this approach (Rusu & Jonathan 2017). This is
consistent with most IS research as IT's alignment studies in public-sector organisations with
complex organisational structures require multiple case studies (Oates 2005; Rusu & Jonathan
2017). This is also consistent with Yin’s (2003) assertion that the case study is best suited to
the study of more complex structures and concepts.
The multi-case study approach is particularly well suited to the research questions in the present
study because it provides a public-sector organisation context to study the relationship between
IT projects' strategic alignment maturity level and their success. It also allows for the
identification of additional measures of alignment; for example, organisational capability and
organisation success rates. Therefore, adopting a multi-case study approach is an important
research method. It allows the researcher to study complex and current phenomena in their
natural context and develop new conceptualisations of the research phenomenon (Walsham
1995; Yin 2009). Using multiple cases also helps establish whether the first case's findings
occur in the other cases and helps to generalise the research findings (Cooper et al. 2012; Yin
2009).
This study recruited seven public-sector organisations in Saudi Arabia and three international
organisations to ensure the sampling process facilitated the collection of meaningful qualitative
data related to Business-IT strategic alignment in IT projects. Among the organisations, two are
concerned with organising and setting the rules around information and communication
technology (ICT), following-up digital transformation, and evaluating organisational
performance. Moreover, it involved interviewing three experts and a consultant in three
disciplines: project management, technology solutions, and business solutions. Interviews with
the experts were conducted due to their close direct involvement in real-world IT projects to
obtain insights from different angles that answer the research questions achieve the research
objectives (Austin & Sutton 2014).
4.5.3 Case study organisation and participant selection
This study's key objective was to ensure the sampling process provided the collection of
meaningful qualitative data related to Business-IT strategic alignment in IT projects, rather than
achieving highly generalizable results. As such, seven case study public-sector organisations
implementing a digital transformation plan in Saudi Arabia and 27 employees working in these
57

organisations and three international organisations including three employees comprise the
sample. All organisations were selected based on services provided and size (large and mediumsize, specifically). These sizes were selected because Business-IT strategic alignment and its
relationship to organisational performance are more often prioritised and practised in larger
(Alghazi et al. 2020; Wu et al. 2015). The services provided by the Saudi Arabia public-sector
organisation were selected based on the classifications in the Saudi e-government program in
‘Yesser’ (Yasser 2016). An important consideration when making the selection was the
capacity of the organisation to participate in the study according to its schedule.
In terms of participants, 27 participants working at the seven case organisations were recruited
in addition to three global companies specialising in project management, technical solutions,
technical consultants, and strategic planning. This was considered as an appropriate target
population for this study (Yasser 2016) as identified in the 2016 Directories published in the egovernment program. The sample included Top Management (executives, senior managers)
and employees in the Vision Realization Office in each organisation. The rationale for selecting
these participant groups was to access staff engaged in strategic planning, project management,
and information technology at the strategic level of the organisation (see Table 4.1and
Appendix 9). As Wu et al (2015) explain, given strategic alignment and organisational
performance

issues

require

strategic

level

decision

making

by

higher-level

managers/executives, they are best suited to providing meaningful data on the nature of the
relationship between alignment initiatives and performance outcomes(Alghazi et al. 2020).
Regarding the relatively small sample size, Collins (2016) points out that sampling for meaning
sees the recruitment of participants is undertaken primarily to understand their subjective views
of the research issue; that is, to gain an insider's perspective. Therefore, the relatively small
sample's representativeness was enhanced because the participants' experiences as relayed
during the interviews were embedded in shared cultural norms and expectations (Collins 2016;
Cresswel 2013).
4.5.4 Case selection criteria
When selecting the case study organisations, multiple criteria were defined and explained as
follows:
1. The organisation must be formally documented by ‘Yesser’ from among the authorised
and official government bodies and institutions of ‘Yesser’.
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2. The cases must be appropriate and relevant to the theoretical framework of the study
and serve and support the objectives of the study.
3. The selected cases must include at least one of each government entity (public sector)
which, according to ‘Yesser’ classification (Yesser 2017), includes Ministries, General
Authorities, General Corporations, Councils, etc.
4. The sectors selected must have great importance to society in terms of their role and the
quality of their services so that the results are important and can be used to benefit those
sectors or institutions in the future.
5. The size of the organisation must be medium or large in order to meet the research
objectives through the data collected and cover most aspects and objectives of the study.
6. The persons interviewed in those institutions should be senior and middle managers who
have knowledge of strategic planning, project management and information technology
to serve the objectives of the study.
Table 4.1 The profile of organisations participating in the case study
No Case Interviewee

tervie ee’s J b P siti

Transcription Duration
Word Count

1.

Case 1

1.

CIO

Case1P1

6764

50

2.

GM

Case1P2

5416

33

3.

2.

Case 2

Director

Case1P3

5146

43

CFO

Case1P4

631

22

1.

Strategy Director

Case2P1

4800

81

3.
Case 3

Infrastructure

4.

2.

3.

(minutes)

1.

Director of
Investment
Minister Advisor
Governance
Director

Case2P2

7629

61

Case2P3

2500

35

Case3P1

7821

52

59

No Case Interviewee

tervie ee’s J b P siti

Transcription Duration
Word Count

1.

2.

Director of Products
and Services
Deputy General
Manager

(minutes)

Case3P2

5920

37

Case3P3

1704

54

Case3P4

11089

75

Director of
3.

Standards and
Development

4.

Case 4

Strategy & Business
1.

Performance

6227
Case4P1

46

Director
2.

CFO
Assistant

Case4P2
Deputy Case4P3

8941

55

4814

Minister for IT &
3.

Business

42

Development

Strategy Officer
4.
5.

Case 5

1.
2.
3.

4.
5.

36
Case4P4

Projects & Quality
Manager
CIO
Project Portfolio
Manager
Infrastructure
Director

Case5P1
Case5P2
Case5P3

Case5P4

Strategy & Business Case5P5

5329
2189

33

5402

36

2319

25

3004

22

3253

24
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No Case Interviewee

tervie ee’s J b P siti

Transcription Duration
Word Count

(minutes)

Performance
Director
6.

Case 6

1.

Vice President (1)

Case6P1

4827

28

2.

Vice President (2)

Case6P2

6779

41

Public
3.

7.

Relations

34
Case6P3

3928

4.

Application Director Case6P4

2428

21

1.

CIO

Case7P1

3914

32

2.

CFO

Case7P2

5868

34

Transformation

Case7P3

5721

Case 8 Company 1 IT Consultant, Ernst Case8P1

7562

41

6827

55

4960

36

Case 7

3.
8.

Director

Director

42

International Companies

& Young
Case 9 Company 2 Product

Account Case9P1

Manager, CISCO
Case Company 3 Portfolio
10

Project Case10P1

Manager, PWC

All participants invited to participate in the interviews were contacted by an official letter
through the Saudi Arabian Cultural Mission (SACM) in Australia (Appendix 3 and 4). At least
three employees were recruited from each of the Saudi Arabia public-sector organisations, with
one employee recruited from the international companies. The employees from each global
company specialised in project management, technical solutions, technical consultations, and
strategic planning. Participant identities were coded to ensure confidentiality of the data
collected as approved by the Wollongong University HREC.
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Most participants were middle level and above managers in IT, project management, business
departments and units, financial management, and strategic planning. They were selected
according to their understanding of governance, project management, strategic planning, IT,
alignment, and organisational performance. Hence, they are best suited to provide valuable
information to understand the problem and nature of the relationship between the components
of the research. There were five in senior executive positions (general manager, assistant
general manager, deputy minister, advisor to the Minister), three financial directors, six IT
managers, three strategic planning managers, two project management directors, two
governance and systems directors, three directors of various business administrations, one
director of digital transformation, and three experts and consultants in international companies
who specialised in both project management, technical solutions, technical advice providers
and strategic planning. The interviews were conducted individually, and the average duration
of the interviews was 30 minutes for a total of 900 minutes interview time across the 31
participants.
4.5.5 Interview protocol (Interview process)
At the beginning of each interview the researcher presented himself to the participants and
briefly explained the study aim and objectives. The participants’ rights were clarified including
their entitlement to accept or reject participation, whether before or during the interview, or
after the interview was completed. The participants were asked before starting the interview to
provide verbal consent to have the interview audio recorded (Appendix 06). No participant
refused to provide consent. It was also clarified and confirmed that the audio recording would
be kept in external storage. Only the researcher and academic supervisor permitted access to
the recordings according to University of Wollongong HREC protocols.
All interviews were conducted in Arabic because this was the mother language of the
participants, excepting three interviews which were conducted in English due to the
participants’ preference. A template protocol for the interviews was prepared in both English
and Arabic, which included all the basic components proposed in the research model
(Eisenhardt 1989). This unified protocol was applied during all interviews and with all
participants to ensure consistency (Appendix 7 and 8). However, the researcher maintained the
option to adapt the questions or to pose sub-questions for elaboration or further clarification if
required (Cavana et al. 2001).
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All interviews were transcribed from the audio recording and converted into texts in the same
language in which the interview was conducted. The total number of words transcribed for all
the participants was approximately 107,888 (i.e. an average of 4,700 words for each
participant). It took at least 19 hours to transcribe each interview of around 30 minutes duration.
Once again, the texts' authenticity was verified and modified linguistically only without
changing the participant's intended meaning (Lopez et al. 2008). All the interviews in Arabic
were then translated into English while ensuring that the meaning was not changed. To ensure
that the translation was correct and led to the same meaning, the number of words after
translating the interviews into English reached nearly 120,232 words.
4.5.6 Qualitative data analysis
The main difficulty with the multiple case studies is the huge amount of data to manage.
Therefore, it may be better to analyse each case individually. This makes it easier to identify
patterns easily and search for important explanations and generalisations related to the field of
research (Yin 2009). The interview questions were adopted to answer the main research
questions, which correspond to the components of the proposed model. As such, they examine
each component of the proposed research framework through text analysis, with explanatory
models potentially constructed to help interpret the results (Saldaña 2015, 2021).
Analysis of qualitative data, as Boeije (2009) explains, is the process of searching for themes
from many pieces of data which are then assembled in a way that appears meaningful and
relevant to the research topic. Text, field notes, or documents can be organised and divided into
units that can be managed and combined, and then investigated for patterns to discover what is
important (Bogdan & Biklen 1997). Analysing qualitative data, according to Miles and
Huberman (1994), is not a sequential process. Rather, it is an interactive process that includes
three simultaneous processes: data reduction, presentation of evidence, drawing and
verification of conclusions (Miles & Huberman 1994).
Data reduction is achieved by identifying and sorting the data and then simplifying and
transforming. Data refers to an organised collection of information where results can be drawn
easily, where similarities and differences can be compared, and complications can be addressed.
This increases the reliability of the results and confirms the validity of interpretations and
evidence (Patton 1990; Gibbs 2002; Miles & Huberman 1994; Punch 2013; Lune & Berg 2017).
As for drawing and verifying results, they are complementary to reducing evidence. It includes
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drawing and verifying conclusions, extracting meaning from evidence, and building a logical
chain of evidence. It should be noted that there are many methods of content analysis and
researchers must determine the most appropriate methods to analyse their qualitative data (
Weber 1990; Myers 2019). Several techniques and methods are recommended for analysing
evidence including content analysis, narrative analysis, hermeneutics, and semiotics grounded
theory (Easterby-Smith et al. 2008; Gray 2013; Myers 2019).
The following section discusses and justifies the qualitative data content analysis method
selected for this study.
4.5.6.1 Content analysis
A widely used qualitative data analysis method is content analysis (Hsieh & Shannon 2005;
Gray 2013). Qualitative content analysis allows the researcher to discover and understand the
social reality in a subjective way through an organised and scientific process. In this study, the
qualitative data content analysis helped to better understand the nature of the phenomenon
under study and interpret the participants' opinions and beliefs. A qualitative content analysis
approach is the most appropriate approach for this study because it preserves as much as
possible the deep meaning of the participants' beliefs. Moreover, it is possible to interpret and
link the participants’ beliefs together to obtain a comprehensive picture of the phenomenon.
Miles and Huberman (1994) recommend linking the codes to the developed model from
previous theories, rather than a random set of categories. Therefore, it is appropriate to analyse
and interpret the participants’ interviews responses using this approach. During the analysis,
the data validated the proposed model and facilitated an interpretation of the emergent results.
However, the process required a continuous ‘back and forth’ analysis to identify and understand
the similarities and differences until a significant concept emerges that may also be expanded
in the future ( Suter 2012; Saldaña 2015).
This study's content analysis process was initiated by preparing data by drawing conclusions
and writing them in a report. This was undertaken to be familiar with all the unique aspects of
interpreting the results. Moreover, the most important quotes from the interviews were
recorded, especially those emphasised by the participants and the posts believed to be important
to increasing reliability and confirming the validity of the evidence. A cross-case analysis was
then employed as a strategy to identify the most salient patterns (Eisenhardt 1989; Bhattacherjee
2012; Denscombe 2014). This is done through the following steps:
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4.5.6.2 Data processing
In the data processing stage, the focus was on converting all qualitative evidence; namely, the
interview responses into texts, as these texts will be dealt with in the analysis. The texts assisted
in interpreting the results and the ability to understand and relate the impressions and
experiences of the interviewed participants(McLellan, MacQueen & Neidig 2003). During this
stage, all participants' comments were transcribed verbatim including all linguistic errors,
unclear sentences (McLellan et al. 2003; Guest, Bunce & Johnson 2006; Bernard, Wutich &
Ryan 2016).
4.5.6.3 Unit of analysis
Determination of the data collection strategy was related to the case analysis unit, the case unit's
definition, and the unit of analysis. The unit may be an organisation, groups, event, program,
project, or individual which represent the main concerns of the case study (Creswell 2009; Yin
2009). The research limits and capabilities required the boundaries of the main analysis units
to maintain their structure and definition. The main units and embedded units are typically used
to understand the pivotal field of research (Yin 2009). Therefore, the main unit of analysis in
this research was the governmental sector institutions in Saudi Arabia. The integrated units
were the participants from the government organisations, the ICT sector and the e-governance
program “Yesser”, an organisational and legislative point of view. In addition, to experts from
international companies specialised in providing IT solutions, project management and strategic
planning.
4.5.6.4 Category development and coding scheme
Code definitions utilise labels or tags to determine the unit of meaning for the descriptive or
inferential information collected during the research period (Miles & Huberman 1994). In the
first steps, the raw data's main codes were defined where the data could be simplified and
reduced (DeCuir-Gunby et al. 2011). This helps the researcher understand the data in relation
to the study's objectives in addition to enhancing and supporting the current research literature
constructed from previous theories in line with the conceptual definitions of structures (DeCuirGunby et al. 2011; Venkatesh et al. 2013).
In this study, data were coded, disaggregated, and categorised, and patterns were developed and
linked to fit the framework and conceptual definitions of structures. This procedure was best
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suited to answering the research questions and explain the results and hypotheses under study
(Miles & Huberman 1994, p. 55).
Categories were derived from two main sources: terms derived from the framework and the
conceptual definitions under investigation, and terms to emerge from the interviews with
participants (Corbin & Strauss 2008). Therefore, in this research, the most appropriate way to
encode the data was to extract data that correspond to the framework and conceptual definitions
of structures. This helped to explain the results and hypotheses and any other important patterns
mentioned by the participants. Accordingly, single words, sentences, or complete paragraphs
were coded that fit the category and which could be classified within that category. This is one
of the advantages of content analysis that helps the researcher in assigning a data unit to more
than one category (Tesch 1990, 2013).
To ensure coding consistency, a coding guide was created for each participant, categories,
topics, and definitions (Weber 1990; Saldaña 2015) (see Table 4.2). The guide facilitated a
quick and easy analysis of the data with peers' involvement to assist with coding, developing
symbols and patterns, and agreeing on the best and most appropriate symbols to ensure the
credibility of the research and reduce bias.
4.5.6.5 Using NVivo (data analysis software)
Use of qualitative data analysis software facilitates qualitative data analysis in terms of
organisation and classification, especially large volumes of data. Therefore, NVivo software
was used for the following reasons:
1. Manage data quickly and search for it in the shortest time compared to a manual search.
2. Ability to analyse content consistently, which improves research validity and increases
the quality of research and results.
3. The ability to clearly represent and display data, which makes it easier to compare and
discuss the results.
In the current, NVivo 12 was used to analyse textual qualitative evidence from the interviews
in English only (Bell, Bryman & Harley 2018). The program helped in the accuracy of the
analysis, which in turn helped to increase the validity of the analysis and the reliability and
validity of the results (Eriksson & Kovalainen 2008). The use of the NVivo 12 program also
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helped the researcher to organise, manage, and code qualitative data more efficiently. The
outcomes are shown in Table 4.2:
Table 4.2 Nodes compared by number of items coded
No.
Theme and Sub Themes

of

coding
references

No. of items
coded

Organisation’s IT Governance Mechanisms (ITGM)

58

123

Business-IT strategic alignment (BITA)

77

159

TM participation in business planning (TMPB)

28

46

TM participation in strategic IT planning (TMPI)

21

30

TM Knowledge of IT (TMK)

24

39

TM Support (TMS)

47

91

Quality of IT project planning and Implementation

81

143

Organisational structure (OS)

61

119

Organisation’s Culture (OC)

42

42

Organisation’s Service innovation (SI)

24

46

Organisation’s performance (OP)

51

99

Organisation’s Operational Excellence (OE)

22

38

Total

265

579

Top management Characteristics

Organisational Characteristics (OCS)

4.5.6.6 Cross-case analysis
In order for the patterns to be accurately identified, an in-case investigation and comprehensive
analysis were conducted to determine the most important patterns (Eisenhardt 1989). Yin
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(2009) points out that case analysis refers to an individual case analysis with a comparison with
research theory, conceptual framework, and definitions.
Eisenhardt (1989) (1989) asserts that the use of in-case analysis helps the researcher deal with
massive amounts of data by emphasizing each case for which detailed writing is produced.
Eisenhart (1989, p. 540) states that in-case analysis "allows unique patterns to emerge for each
case before it prompts the investigators to generalise the patterns in all cases." Analysis within
the case includes studying the details of the case and whether it is a program, project, person,
or organisation to become closely aware of the contextual factors of each case as a standalone
entity (Miles & Huberman 1994).
In this study, the analysis was completed inside the case by searching for answers to the research
questions and identifying patterns of cases and crossed cases through comparisons which could
be generalised (Miles & Huberman 1994; Yin 2009).
The analysis inside the case was the first step and followed by analysis of the overlapping case
patterns. This first step usually includes huge amounts of data so the researcher performs a
preliminary analysis by creating detailed case descriptions for each case study(Bhattacherjee
2012; Denscombe 2014; Eisenhardt 1989). However, there are no standard procedures for the
reporting format. Therefore, it is possible for the researcher to use the data to display other
forms such as longitudinal graphs, sequence analysis, tabular presentations, etc. Moreover, a
written narrative or descriptive analysis may be useful for identifying causal links between the
research mechanisms and concepts observed in the case studies (Yin 2003). In this study, data
from the participants across all organisations were combined under each component or topic.
Thus, researchers who adopt this model attempt to understand phenomena by accessing the
participants' meanings to their comments (Orlikowski & Baroudi 1991; Chen & Hirschheim
2004).
4.6 Quantitative Research Methods
4.6.1 Instrument design
The second method used in this study to collect data was the quantitative approach. The model
developed for this study consists of eight constructs with 17 hypotheses. The hypotheses were
tested (empirically measured) to examine the relationships between the constructs, as they could
be statistically analysed to test the theory (Salant, Dillman & Don 1994; Fink 2002; Babbie
2007; Creswell 2012).
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In this section, the steps to develop the survey are described. In addition, details of how the
components of the model were measured and the hypotheses and relationships were tested are
provided. Lastly, the preliminary test, translation process, validity and reliability tests, and
analysis of the results using Smart-Pls are explained.
The survey instrument consisted of 97 questions related to the study constructs and 12 questions
about the participants and their organisations. The questions were developed from a review of
relevant literature and used to measure the study's main constructs. Overall, the survey used in
this study consisted of nine sections (see Table 4.3 and Table 6.5). Section one included
questions about the IT governance mechanisms. Section two included questions about the
strategic alignment between business and IT. Section three included questions about the quality
of IT project planning. Section four included questions about TM characteristics, Section five
included questions about organisational performance, and Section six included questions about
service innovation. Section seven included questions about organisational performance and
operational excellence, Section nine and ten included questions about organisational
characteristics, and Section eleven included questions about the participants' demographics and
their organisations.
Table 4.3 Instrument design
Part
1.

2.

Section
Introduction

IT

Subsection

Questions Codes

Background

---

---

Definitions

---

---

Governance Decision-making structure

3

DMS

Formal processes

3

FP

Communication approach

3

CA

Mechanisms

3.

Operational Excellence

Operational Excellence

3

OE

4.

Organisational

Financial performance

3

FIP

Customer performance

3

CP

performance
5.

Service innovation

Service innovation

6

SI

6.

TM characteristics

TM knowledge

8

TMK
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Part

Section

Subsection
TM

Questions Codes

participation

in

3

TMPB

in

5

TMPI

5

TMS

strategic

4

BITA

project

5

QPP

Implementation problems

5

IPI

Involvement index

2

CII

Consistency index

2

CCI

Adaptability index

2

CAI

Mission index

2

CMI

Nature of formalisation

5

OSNF

Horizontal integration

6

OSHI

Hierarchy

4

OSH

Decentralisation

9

OSD

Communication

5

OSC

Organisations

5

--

Participants

8

--

business planning
TM

participation

strategic IT planning
TM Support
7.

8.

Business-IT

strategic Business-IT

alignment

alignment

IT Project

Quality

of

IT

planning

in IT1 projects
9.

10.

11.

Organisational Culture

Organisational structure

Demographics
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The survey instrument was designed using a 7-point Likert-scale (1=strongly disagree to
7=strongly agree). Likert standards are reliable and recommended for measuring people's
attitudes, values and perceptions (Miller & Salkind 1991). In contemporary modern
psychological practices, most Likert scales for attitudes and opinions have also been observed
using 5- or 7-point categories (Bearden & Netemeyer 1999; De Vaus & de Vaus 2013). Miller
explained that respondents generally have the ability to distinguish up to seven distinct
categories and that any increase beyond seven may not be feasible (Miller 1956). In turn, this
study used the 7-point scale (see Figure 4.3) as recommended by Henderson and Venkatraman
(1993), Kearns and Lederer (2003), Kearns and Sabherwal (2006), Johnson and Lederer (2010),
Wu et al. (2015), and McAdam et al. (2016). The 7-point Likert-scale also takes less time and
is easy to answer (Churchill, Brown & Suter 1996; Dawes 2008; Joshi et al. 2015).
Different types of metrics were also used during the design of the survey instrument. For
example, the nominal scale was used in the last section to collect demographic information
about the participants and the institutions in which they worked. The respondents were asked
about the type of organisation and the sector in which it operates, along with the level of
education they had obtained. Other questions required information about the number of years
of service in the organisation in which they currently work and the number of years of working
experience overall. Finally, a drop-down list was included for the participants to select their job
title from the 11 options provided.

Figure 4.3 Likert-scale question example

71

4.6.2 Translation process
As previously established, data for this study was primarily collected from public-sector
organisations in Saudi Arabia. Given that the mother tongue of most participants was Arabic,
the survey was developed in both English and Arabic (Dörnyei & Taguchi 2009). To clarify,
the main design of the survey was in English and then translated into Arabic by this researcher.
After the initial translation was completed, backward and forward translations were undertaken
until the equivalence of all the survey details was apparent (Dörnyei & Taguchi 2009; Mackey
& Gass 2015; Cresswel 2013). That is, after the researcher completed the translation into
Arabic, an accredited translator was appointed to re-translate it into English to ensure
consistency and equivalence between both versions (Bock et al. 2005; Singh 1995). When
drafting the survey, simple language was used to avoid ambiguities and linguistic and spelling
errors as recommend by Frazer and Lawley (2001) and Dörnyei and Taguchi (2009). In
addition, the questions were organised and arranged carefully so that the participants could read
them easily and avoid being confused, potentially leading to errors in the analysis (Churchill,
Brown & Suter 1996; Dörnyei & Taguchi 2009). Lastly, after the translation process was
completed, the survey was reviewed by five experts in both the Arabic and English languages
and in business and IT to ensure the quality of the instrument. The survey was then transferred
to the "Qualtrix " platform where it was consistently presented in both Arabic and English (e.g.,
Appendixes 12 and 013).
4.6.3 Expert panel procedure
To confirm the accuracy and consistency of the survey in both Arabic and English, it was
presented to six experts who have extensive knowledge in different disciplines such as Arabic,
translation, business administration, and strategic planning statistics and IT. The experts were
selected based on certain criteria, the most important of which was that the number of years of
experience being not less than 15 years. A Master's degree was also required as a minimum
qualification, and their English level had to be advanced. They were asked to fully evaluate the
questionnaire, each in his specialisation, considering the following criteria: clarity of the
questions and the ability to understand the questions clearly and without being confused, the
relevance of the questions to the research problem, the length of the question, and the suitability
of the translation. When evaluating the survey, they were permitted to amend and comment on
it directly. All comments and feedback were considered, and the survey was directly modified
based on these observations (Yin 2009).
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4.6.4 Pre-test study
A key way to verify the validity of a survey is to conduct a preliminary test to identify any
defect and reduce the respondents' potential for error-making (Bhattacherjee 2012; Presser et
al. 2004; Presser & Blair 1994). A pre-test also helps to ensure the quality of the survey content,
to collect high-quality data, increase its reliability, and ensure it is suitable for distribution
(Churchill et al. 1996; Cavana et al. 2001).
According to the recommendation by Zatalman and Burger (1975), a small sample is
satisfactory for conducting a survey pre-test, whereas others have indicated that 20 participants
are required to perform the test effectively (De Vaus & de Vaus 2013; Denscombe 2014). In
this study, the survey was distributed in English and Arabic to 15 carefully identified and
selected participants. They included specialists in the field, graduate students from academic
majors, and various fields such as IT, business administration, and linguistics – English and
Arabic (Presser & Blair 1994; Bailey 2008). In the introduction to the survey, study’s aim and
purpose were clearly stated, and the participants were asked to provide comments and feedback
on its design and implementation demands (Presser & Blair 1994; Bhattacherjee 2012). All
comments and feedback were accepted, and the survey was improved in preparation for
distribution as a preliminary version for the pilot study and final online survey.
4.6.5 Final online survey procedure
The survey for data collection in this study was administered through the "Qualtrics" platform
(https://www.qualtrics.com/au/). This platform was chosen for several reasons: its suitability
for supporting Arabic and English survey distribution; the access it provides to specific groups
of participants via the creation of web-based mailing lists; and the access it provides to
specialised and predefined groups (Van Selm & Jankowski 2006; Wright 2005). Other
advantages include support for analysing data, easy access to results, the relatively quick
creation of descriptive statistics and reports, and its time and cost-effectiveness compared to
traditional paper-based methods (Bachmann, Elfrink & Vazzana 1996; Couper 2000; Healey,
Baron & Ilieva 2002; Yun & Trumbo 2000; Wright 2005; Denscombe 2014)
Access to the preferred participants for this study was not easy. Indeed, it was not appropriate
to collect data randomly as participation in the survey required knowledge and familiarity with
strategic planning and IT projects. To reach the targeted participants, it was necessary to contact
the ‘Yesser’ e-government program in Saudi Arabia to provide support and assistance with data
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collection. ‘Yesser’ has a database of employees in 252 government organisations and
institutions across various sectors, including Ministers, public institutions, agencies and
departments. This allowed the researcher to communicate with these organisations directly and
quickly which saved a lot of time and effort.
An official letter notarised by the Saudi Arabian Cultural Mission (SACM) in Australia (see
Appendix 03 and 4) was developed which explained the research mission along with a request
to collect data. This letter was attached with a link to the survey and was documented by
‘Yesser’. Some invitations were sent to Directors of organisations and Heads of sectors directly,
accompanied by an official letter. Also included was information about the study and its
purpose, participants’ rights and how they would be protected, and the potential risks according
to the ethical approval statement from the HREC at the University of Wollongong. Lastly, the
researchers' contact details were also included should potential participants wish to obtain
further information about the study directly (see Chapter 6).
Data were collected from August 6 to October 15, 2019. During this period, 120 participants
initially responded to the letter, so another reminder message was sent until the number of
responses reached 465. Of the 252 institutions, 148 provided a response. After examining all
465 of the participants’ responses, 267 were excluded due to being incomplete. Nonetheless,
the response rate of the sectors is equivalent to 49% (148 out of 252) which is considered very
high. This may be due to the support provided by ‘Yesser’ during data collection.
4.7 Data Analysis Procedure
Sections 2-10 of the survey instrument were analysed using structural equation modelling
(SEM) via the Smart-PLS program, version 3.3.2. The information about the organisations and
the participants’ demographics were analysed using descriptive statistics for interpretation and
comparison. This helped to understand and support the findings, thus increasing the data's
reliability and validity. The quantitative results were also compared with the results of the
qualitative data analysis. Therefore, it is important to understand the nature of the respondents
who participated in the survey and the participating organisations (Cavana et al. 2001; Bryman
2016; Zina & others 2021). This data was analysed using the “Qualtrics” platform and
Microsoft Excel as shown in Chapter four.
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4.7.1 Non-response bias
Non-response bias occurs in surveys when the answers of respondents consistently differ from
the potential answers of non-respondents (Bergk et al. 2005). Although there is no guarantee
that non-response bias can be fully eliminated, there are some common methods for testing and
addressing it, including comparing early and late respondents to support an assessment of such
bias (Armstrong & Overton 1977; Innes & Mitchell 1995; Sheikh & Mattingly 1981). In
addition, the use of PLS-SEM allowed for the introduction of bias corrections that compensate
for the resulting deviations of the bootstrap distribution from the empirical distribution of the
parameters. The best known of these approaches are Efron’s (1987)

accelerated (BCa)

bootstrap confidence intervals and bias-correction, which compensate for bias and skew in the
bootstrap distribution (Hair Jr et al. 2017). Therefore, a comparison was made between the first
and last 50 participants to test any statistically significant differences. No presence of bias was
observed at the 95% level of significance between the two groups, meaning there is no response
bias for this study sample.
4.7.2 Analysis using structural equation modelling (SEM)
In this study, SEM was chosen to statistically test all structures and hypotheses by analysing
variables simultaneously for the proposed research model (Kaplan 2008; Hair et al. 2011).
SEM helps researchers to test their hypotheses statistically and thus experimentally prove the
existence of suggested path relationships. This includes either confirming hypotheses about
predefined theories or identifying data patterns and relationships between the constructs (Hair
2017). SEM also allows both observed and latent variables to be tested (Chin & others 1998;
Schumacker & Lomax 2004; Hair 2009; Byrne 2013). This helped to develop a visual pathway
model that illustrated the constructs and hypotheses and how they relate to each other, whether
directly or indirectly (Chin & others 1998; Hair 2009; Hair et al. 2017)
There are several methods for implementing SEM; for example, covariance-based SEM (CBSEM) which appeared in 1973 and received significant interest from researchers (Jöreskog &
Herman 1982; Hair et al. 2012; Hair Jr et al. 2017). However, the emergence of PLS-SEM has
been increasingly used in various research fields due to the methodological features (e.g. the
ability to work with small samples or with complex models) that make it a major alternative
CB-SEM, (Hair et al. 2012; Hair et al. 2017). Also, PLS-SEM can estimate the complex models
with many variables other than CB-SEM (Diamantopoulos & Riefler 2011; Hair Jr et al. 2017).
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4.8 Data Interpretation
The interpretation of mixed-methods research results is fundamentally about extracting an
answer to the research questions and hypotheses (Tashakkori et al. 2010; Creswell et al. 2011).
The hypotheses can then be accepted or rejected. Interpretation of the quantitative and
qualitative data analysis results can be accomplished to support late-stage triangulation
(Creswell & Clark 2007, 2017; Venkatesh et al. 2013). For example, in the convergent
approach, the quantitative and qualitative data analysis results are interpreted, and then
compared and validated (Creswell and Clark 2007).
In this study, the qualitative and quantitative data were analysed independently. The results
were then interpreted together, or each stage was interpreted separately, and then the results
were converged and compared (Creswell & Clark 2007). Linking the quantitative and
qualitative results and comparing them with other research findings provided the platform for
discussing the descriptive inferences in detail to reach the research objectives and answer the
research questions (Creswell & Clark 2007; Venkatesh et al. 2013).
To ensure the quality of descriptive inferences in mixed-methods, a framework for checking
the quality of design and interpretation is applied (Tashakkori & Teddlie 2003; Venkatesh et
al. 2013). The quality of the design is verified according to Venkatesh’s proposal through the
application of three criteria: design appropriateness or the extent to which the research design
is appropriate to answer the research question; adequacy of the research design or the extent to
which its components are implemented with acceptable quality and accuracy for both
qualitative and quantitative design; and adequacy of the analysis or the degree to which the
quantitative and qualitative data analysis procedures are appropriate to provide reasonable
answers to research questions (Venkatesh et al. 2013).
This study's quality of explanations was verified by applying three other criteria: quantitative
inference; qualitative inferences; and meta-inference criteria. Both the quantitative and
qualitative inferences refer to the degree to which each explanation aligns with the theory as
well as the extent of its generalisability. The meta-inference criterion in which the deductions
and conclusions are made was accomplished through integration and comparison of quantitative
and qualitative inferences (Onwuegbuzie & Collins 2007; Tashakkori & Teddlie 2003;
Venkatesh et al. 2013)
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4.9 Ethics Principles and Confidentiality
As previously mentioned, prior to conducting the present study it was necessary to obtain ethics
approval from the University of Wollongong HREC. Approval to conduct the study was also
sought from the target public-sector case study organisations in Saudi Arabia. To support the
approval process the design of the current study ensured that the participants and the
organisations at which they worked would be de-identified to ensure their privacy and the
confidentiality of the data they provided. Participants in all organisations were required to sign
information and consent forms approved by the University HREC to demonstrate their informed
consent and the voluntary nature of their participation sign. They were also informed of the
purpose of the study and that they have the right to withdraw from the study at any time
(Appendix 5, 6,10 and 11).
It was explained to the participants that the study design had been reviewed and approved by
the University of Wollongong HREC and that if they had any concerns or complaints about
how the research was being conducted, they could contact the Ethics Officer at the University.
The HREC also reviewed the research proposal (Application 2018/277) for compliance with
the National Statement on Ethical Conduct in Human Research. The Committee subsequently
approved the research (see Appendix 1 and 2).
4.10 Summary and Conclusion
This chapter presented the methodology used to verify the validity of the proposed framework
and to answer the research questions of this study. Various research methods were evaluated
for data collection, with special emphasis on qualitative and quantitative research methods. This
study employed the convergent mixed methods approach whereby qualitative and quantitative
data sets were collected simultaneously and subsequently analysed separately. This chapter also
outlined the justification for selecting this research strategy and design. This included a focus
on the choice of case study research, case study interviews, cases selection, interviewee
recruitment practices, interview processes, and case study analysis. In addition, the justification
for undertaking survey research and the survey translation and pre-test practices were provided.
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QUALITATIVE (INTERVIEW) RESULTS
5.1 Introduction
This study sought to answer questions related to the impact of IT governance mechanisms on
the strategic alignment between business and IT (RQ1), the effects of top management
characteristics on the strategic alignment between business and IT and IT governance
mechanisms (RQ2), the impact of Business-IT strategic alignment on the quality of IT project
planning and the moderating impact of organisational characteristics (RQ3), and the impact of
the quality of IT projects planning on IT project three outcomes: organisational performance,
service innovation, and excellence operational (RQ4). The chapter first describes the results of
a comprehensive analysis of all interviews conducted with 31 participants in 10 organizations
in Saudi Arabia (sections 5.2 to 5.11). The results were coded using NVivo (data analysis
software) and classified according to the proposed research model and the study's primary
constructs. The codes and classification were developed according to the key concepts and
terms in the four research questions. The most important conclusions and findings to emerge
from the interviews are outlined at the end of each section.
5.1.1 Participant interviews: General themes
The theoretical framework in this study was utilised to understand and assess the role of IT
projects in the context of strategic alignment in 7 public-sector organisations in Saudi Arabia
and three global companies (Appendix 9). The analysis identified the following nine themes
and their sub-themes (as shown in Table 5.1 based on the experiences of the participants:
Table 5.1 Interviews general themes

Theme and Sub Themes

No. of coding No. of items
references

coded

Organisation’s IT Governance Mechanisms (ITGM)

58

123

Business-IT strategic alignment (BITA)

77

159

TM participation in business planning (TMPB)

28

46

TM participation in strategic IT planning (TMPI)

21

30

TM Knowledge of IT (TMK)

24

39

Top management Characteristics
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No. of coding No. of items

Theme and Sub Themes

references

TM Support (TMS)

coded

47

91

81

143

Organisation’s Culture (OC)

42

42

Organisational structure (OS)

61

119

Organisation’s performance (OP)

51

99

Organisation’s Service innovation (SI)

24

46

Organisation’s Operational Excellence (OE)

22

38

Total

265

579

Quality of IT project planning and Implementation
(QPP)
Organisational Characteristics (OCS)

Organisational Communication (OCOM)

5.2
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This section helps to answer RQ1 in this study regarding the impact of IT governance
mechanisms on Business-IT strategic alignment in the context of IT projects, decision-making
structures, formal processes, and specific communication approaches.
5.2.1 Decision-making structure (DMS)
An important point of focus in this study is IT Steering Committees' effectiveness for
determining IT development prioritisations and the management of IT projects. Several
participants recognised the important role that the Steering Committee plays in establishing the
tone of the business-IT relationships, its alignment, and what areas are given prioritisation.
Moreover, the participants acknowledged the decision-making challenges associated with such
committees. As revealed in the following comment by the CFO in Organisation No. (7),
Steering Committees typically have a classical mindset when it comes to decision making:
We are still following the traditional way which is a committee that includes IT members
and CFO as the main member. They start with visits, then discussions, then reviewing
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and correcting the study. But in my opinion, in the end, the decision and the
recommendations are made by IT members. (Case7P2)
In addition, the CFO in Organisation No. (4) pointed to the risks associated with limiting the
Steering Committee’s decision-making capabilities and the level of support it receives:
The number of committee members is significant to make the right decisions and to grant
the necessary powers. But it is noticeable that the number of committee members is
limited, and that the person with authority is likely only one person. Thus, it may lead to
an inappropriate decision. (Case4P2)
There are often times during the implementation of projects that critical decisions must be made
quickly, and problems must be solved innovatively. Several participants recognised the role of
the Steering Committee to respond to these challenges, as indicated in the following comment:
We are always struggling and find it difficult to deal with the issues at all levels, especially
on the operational level. This is due to the lack of activation of the committees and the
absence of governance methodologies. (Case1P2)
Some participants also recognised the important role of committees in making critical decisions
regarding project budgets:
Committees are formed at the beginning of the project and usually have great support.
Then their role fades and it is limited to IT and the financial department only. (Case6P3)
Some participants further explained the role of committees in the public sector, arguing the
need for an Executive Committee to be responsible for the digital transformation strategy in a
governmental entity. This reflected the resolution issued from the Council of Ministers stating
that each governmental entity should establish what it called an e-Government and Digital
Transformation Committee. However, it is noted that such committees have not been
established as stipulated in the decision.
The number of committee members is very important in making the right decisions and granting
the necessary powers. However, it is notable that some participants commented on the small
number of participants in the committees and, in some cases, how the decision-making was
often down to only one person. Moreover, other participants reported that even though a
committee exists in the organisation, it only convenes for one or two meetings a year.
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Regarding the overall governance mechanism of IT project maturity, many participants claimed
that the required level of maturity was often never reached, as revealed in the following
comment:
We didn’t reach the required maturity stage, and any IT project needs an Executive
Committee with full governance to ensure the IT projects are linked to the organisation's
objectives. Unfortunately, that doesn't exist. (Case2P1)
5.2.2 CIO reporting to the CEO and/or COO
The Interviews revealed that support from the CIO is a key factor of influence in IT projects'
success. Many participants commented that the CIO should report directly to the CEO's highestranking Executive in the organisation. Moreover, the CIO should participate in the development
of the organisation's strategy. This will increase access to the support required to facilitate IT
project implementation and thus facilitate the organisation's business strategies. As some
participants explained, this is one of the recommendations issued by the Council of Ministers:
Unfortunately, I am reporting to the Assistant General Manager for Support Services that
we can’t get the required support and we can’t align adequately with the organisation
strategy. (Case1P1)
5.2.3 Formal process (FP)
Of interest to this study was the level of investment in IT projects by an organisation and the
creation of a formal prioritisation process. It was clear from the responses of some Project
Manager and Executive participants that the government sector suffers from an inability to set
priorities or investments in IT projects. Although a new regulation at the national level required
a committee to oversee project budgets and determine project priorities, this may take time to
produce positive results.
As one participant working at the e-government program Yesser described, which was
confirmed by several other participants.:
The General Manager is most likely the person to prioritise the projects based on what
he deems appropriate regardless of the organisation's strategy and objectives. This is due
to the absence of governance. (Case3P3)
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5.2.4 IT project governance
Effective governance, especially during project implementation, was viewed by many
participants as the basis for project success. For instance, the Director of Strategic Planning in
Organisation No. (2) stated:
When the First Official in the organisation leaves and another is appointed, the strategic
plan is reconsidered. It then follows that the priorities of the projects are reviewed due to
the absence of governance. Therefore, I can say that the priority of the projects is related
to the First Official in the organisation. (Case2P1)
This sentiment was echoed by the Deputy General Manager in Yesser who noted that the
absence of governance in many government agencies:
So, I can say that there are no governance methodologies at all in government agencies,
and the evidence is the failure of projects and initiatives. (Case3P3)
Moreover, the Director of Government Investment in Organisation No. (2) added that even
though there may be governance, it is not being implemented as it should be due to the lack of
sufficient expertise:
The problem is that governance in organisations is not properly built or implemented
correctly due to a lack of sufficient experience. This is what caused delays and low-quality
projects. (Case2P2)
The Director of the Systems and Standards Department in Yesser stated the following about the
governance of IT projects in government organisations:
The members of the e-Government Committee or IT Steering Committee are supposed to
follow up on projects continuously and meet at least every two weeks, but none of that
happens in government organisations. (Case3P4)
The organisation's size is significant in implementing governance, so the larger the size, the
more difficult the application. As the IT Strategies Advisor at an E&Y Consulting Company
recounts:
The governance framework is related to decision making, the organisational structure,
and clearly defining responsibilities and tasks. However, I rarely saw that in
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organisations. It is most likely that those who face challenges are large organisations
with a high task load. (Case8P1)
5.2.5 Communication approach (CA)
Within the formal processes of strategic planning of information systems and IT project
management, the CIO and IT Manager should first be familiar with all business needs. This is
to facilitate the achievement of the organisation’s objectives through better organisational
planning, and ultimately to facilitate alignment of the organisation's IT and business strategies.
To explore this aspect in depth, the participants were asked about the ability of the CIO to
articulate a vision for IT’s role in the organisation.
The participants’ responses to this question indicated that the IT Department receives sufficient
support to implement its projects and to achieve its goals. Nonetheless, although noting the
great support that is given to IT, the participants also indicated it is most likely that the CIO and
IT Managers are like other top managers in different business departments.
If the IT Manager and owners of the organisation have a good relationship, they will listen to
each other more and engage in collaboration. As remarked by one participant:
The extent to which the employees in power are on good terms and in good relationships
will tremendously affect the alignment within the system (Case2P1)
Alternatively, one participant pointed to the role of the IT Department in leading the
organisation:
The IT Manager was the one who leads the organisation or the entity to transfer. It wasn’t
business driven. It was reconfiguring the IT to meet the business needs and it became the
leader of this matter. (Case3P1)
Many participants also confirmed that the work of an organisation is still dependent on the
employees in the sense that if the IT Manager has the power and communication skills, he can
significantly influence what projects the organisation deems appropriate. In turn, if the CEO
has knowledge of and/or experience in IT, he will support the IT projects. The implications of
this were articulated by one of the executives in case 6 as follows:
It is still the case that the level of support is according to the type of Official and not
according to the public interest or based on an analysis of actual needs and according to
the vision and goals of the organisation. (Case6P1)
83

As one participant from a Regulatory Authority stated:
Many of the agencies have no interest in the role of the Director of Information
Technology at all. Also, most are medium and small, and he reported to the assisting
services or Logistic Department. (Case3P4)
5.2.6 The main findings
1. According to the classic decision-making mindset, steering Committees are still
managed, with the Committee composed mostly of IT Department and Financial
Department staff.
2. It is noted that the number of Committee members is limited, and the small number of
members may lead to inappropriate decision making and risk-taking.
3. Committees are often active at the beginning with the presence of support, but this role
may fade, and the load and responsibilities are placed onto the IT Department and
Finance Department.
4. The E-government and Digital Transformation Committee's role has not been activated
as stipulated in the Cabinet Resolution.
5. Several respondents claimed that the level required for the maturity of IT projects has
not been reached.
6. Government organisations suffer from the inability to determine their priorities or
investments in IT projects.
7. Although there is a new regulation at the national level for a national committee to study
project budgets and to determine project priorities, it may take time to achieve positive
results.
8. In most cases, the General Manager or one decision-maker determines project priorities.
9. IT Departments are empowered to determine the project priorities, indicating a lack of
alignment or commitment to the strategic plan.
10. Some organisations suffer from constant change to the strategic plan at the request of
every newly appointed General Manager. As a result, most initiatives and projects are
changed.
11. Governance may be present, but it is not implemented as it should be due to a lack of
sufficient expertise.
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12. The E-government Committee's role has not been activated in many organisations as
reported by the Transformation Specialist at Yesser.
13. Organisation size is significant in terms of the application of governance and project
management :The greater the size, the greater the complexity, and so on.
14. It is difficult to communicate with some Senior Managers about projects and initiatives.
15. Marginalising the role of the IT Department in strategic planning and project
development reduces the chances of project success.
16. The role of the IT Manager in projects depends on the type of relationship he has with
the Senior Managers.
17. Some participants indicated that strategic work depends on people and does not depend
on clear methodology and implemented governance.
5.3 Business-IT Strategic Alignment (BITA)
This section reports participants' views about business-IT strategy alignment in their
organisation and the impact of this alignment on the success and quality of projects. For
example, they were asked: Is there alignment between the technology strategic plan and the
vision, mission, and goals of the organisation? Does the IT strategy include specific and clear
goals and objectives? Does the IT strategy in your organisation include detailed business plans
and strategies? As such, when discussing business-IT alignments during the interviews the
focus was on its impact on IT project success and quality, the extent to which it is crucial to IT
project quality, presentation, and execution, and the factors that influence the alignment.
5.3.1 Strategy and governance
The Deputy Minister in Organisation No. (2) reported that it is essential to achieve alignment
between the strategic plan and IT to promote the success of initiatives:
Actually, implementing governance involves everyone’s participation in decision making
and high transparency. Also, activation of the service level agreement SLA so that there
is a practical application of governance and not a theoretical one on paper. (Case4P3)
The Director of Applications in Organisation No. (6) expressed a similar opinion on the
implementation of the strategy, as he explained:
The strategy must agree with the goals, projects, and initiatives, and not only be a strategy
written on paper. (Case6P4)
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As for the Infrastructure Director in Organisation No. (5), he explained:
Poor communication between parties, departments, and stakeholders creates the
misalignment between IT and the rest of the business groups. (Case5P4)
From a strategic perspective, the Director of Strategic Planning in Organisation No. (2) posited:
It is noticeable that IT is isolated from the organisation, and they have huge projects in
addition to the routine operational tasks. So, it is definitely true that communication with
them will be challenging. (Case2P1)
The Director of Government Investments in Organisation No. (2) expressed similar concerns
about strategic misalignment and its implications:
I believe that the monopoly of strategic planning is one of the most important reasons for
the strategic misalignment among public organisations. All stakeholders must be involved
in that from day one (Case2P2)
5.3.2 Development and methodologies
The Vice President at Organisation No. (6) described the impact of alignment on the success of
strategic plans, projects, quality, and implementation as follows:
Alignment is the most important factor in the success of strategic plans. Without it, both
IT and business groups cannot understand each other. Therefore, there should be a
Business Development Department that takes on this role and fills this void. (Case6P1)
The Minister’s Advisor for Technology and Digital Transformation added that the most
important factors to potentially impact strategic alignment are:
Communication, the inability to understand the requirements, and the lack of an
agreement (SLA) at the operational level between IT and service providers and other
workgroups. (Case2P3)
The CFO of Organisation No. (2) also highlighted the important role of technical staff to
facilitating business-IT alignment, stating:
The absence of business developers and system analysts may affect the description and
specification of requirements and thus affect compatibility and alignment. This is
especially when preparing the Request for Proposal (RFP). (Case1P4)
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From a technical perspective, the CIO in Organisation No. (1) reported that the key to businessIT alignment is applying the right methodology:
Failure to apply methodologies for both project management and business development
leads to misalignment. Therefore, the lack of clarity in the procedures between the
working and IT groups and the absence of an action plan also leads to an imbalance in
the implementation of the strategic plan. (Case1P1)
The CIO in Organisation No. (7) also commented on the importance of using methodologies
and tools to facilitate the completion of work:
There should be a trend to search for the best tools and methodologies to ensure
alignment between all workgroups and units. This includes project management,
governance, quality, etc. (Case7P1)
5.3.3 IT role in organisational structure
The Director of Infrastructure in Organisation No. (1) noted that IT is what drives
transformation in terms of both initiatives and projects. However, he asserted that it is assumed
that the organisation (i.e. committees, workgroups, and business units) leads this
transformation, and IT is supportive, which is a key reason for misalignment between the IT
and business strategies.
This perspective is also asserted by the Director of Information Technology in Organisation
No. (7), who stated:
The challenge that still exists and I see in many areas is who is driving? Does IT lead or
the business lead? (Case7P1)
The CFO in Organisation No. (2) pointed to the relationship between IT and the organization's
decision-making as an important factor in achieving business-IT strategic alignment. According
to him:
Attention must be paid to linking technology to the First Official of the organisation and
the decision maker. (Case1P4)
In addition, the Deputy General Manager of Organisation No. (3) commented on the potential
for resistance from the IT Department itself to impact the organisation’s capacity to achieve
business-IT strategic alignment. He remarked:
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Some believe that resistance comes from workgroups and business unit employees only.
But it has become clear to us that IT has fierce resistance in many organisations due to
the unwillingness to bear additional burdens or because of the inability to keep pace with
transformation and change. (Case3P3)
Lastly, the General Manager in Organisation No. (1) offered a more enterprise-wide perspective
on why misalignment between the business and IT strategies can occur in an organisation. He
stated:
Lack of professionals and experts who have sufficient experience, skills, and knowledge
of new technologies (Smartphone applications) is an issue. It is important to be able to
keep up with industry trends. (Case1P2)
5.3.4 The main findings
1. Good governance, participative decision making, and transparency help to achieve
alignment in implementing the strategic plan and the success of initiatives and projects.
2. Strategic plans should be implemented, including the goals, initiatives, and projects
according to what was agreed upon.
3. Associating IT with the decision makers in the organisation can increase support for IT.
4. Business and IT strategy alignment cannot exist without measuring the performance and
achievements of projects to verify that the objectives were accurately implemented.
5. Lack of statistical reports and data analysis systems leads to difficulties in measuring
performance.
6. All policies, procedures, and responsibilities should be regularly updated and shared
with all stakeholders to mitigate resistance.
7. Resistance is not limited to organisation workgroups other business unit employees. It
can emerge among IT employees because they believe it will result in additional
workload or lack the knowledge and ability to keep up with industry trends.
8. Lack of professionals and experts with sufficient experience, skills, and knowledge of
new technologies (Smartphone applications) to keep up with industry trends is an issue.
9. Not involving stakeholders in the formulation of goals, initiatives, and projects will
increase resistance and reduce the chances of successfully implementing the strategic
plan.
10. Failure of activate the e-Government Committees, Project Management Department,
and IT governance may lead to misalignment.
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11. Implementing enterprise architecture (EA) in organisations may help to resolve many
problems and issues.
12. The digital transformation processes is not limited to IT because IT is only an enabler.
IT is not driving the business, as many organisations and Top Management believe.
13. The roles, tasks, and functions must be re-divided and updated, establishing specific
departments for business development and project management and for forming multitask teams.
14. Business developers and systems analysts are required to translate business
requirements.
15. Absence of a Service Level Agreement (SLA) will lead to misalignment at the
operational level.
16. Building a business model should involve all agencies, groups, and business units.
Moreover, the model should be regularly updated.
17. Request for Proposal (RFP) forms should be prepared with the participation of all
relevant authorities. It should include a clear description of the scope of work and state
all resource requirements.
18. Lack of suitable methodologies leads to difficulties in implementing strategic plans,
projects, and initiatives.

5.4 Top Management Characteristics
5.4.1 Top ma agers’ participation in business planning (TMPB)
To ensure the efficiency and effectiveness of strategy implementation, the participation of Top
and Middle Managers is vital. This participation includes determining the organisation's vision,
formulating its general objectives, and drawing its roadmap for success.
The Top Management characteristic of interest to this study is related to RQ2 and its focus on
Top Manager participation in business planning. The Manager participants varied in their views
on the importance of Top Management participating in this arena. The participants indicated
having committed to modest participation, whereas others indicated that they do not know
anything about the strategy. Moreover, others indicated that the strategy was developed by an
external consultant.
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The participants expressed their participation in strategic planning differently. Regarding
participation in strategic planning meetings, for example, the Application-Director in Case 6
mentioned:
Often, we're called urgently and with unregulated and irregular meetings. And it wasn’t
that everyone was involved. (Case6P4)
On the other hand, regarding strategic planning meetings and the lack of prior planning for
those meetings, the CIO of the Social Development Bank explained:
Honestly, we were quickly asked to attend a workshop to introduce the strategy and asked
us about our opinion in a short time. (Case7P1)
One of the Yesser team explains how to participate in the strategy, as he explained:
Participation in strategy development is always based on the directions of the First
Official in the sector (Minster etc.) (Case3P4)
One participant (newly hired) highlighted a bias in the invitations to meetings sent to
selected managers:
Newly hired managers participated in the preparation of the strategy With a few old
employees.
The above assertion was supported by one of the A members of the e-government program
Yesser who specialises in digital transformation:
In general, in the public sector, our findings indicate that average managers are not
involved in strategic planning
On how to formulate, plan and design the strategy in some sectors, several participants explain
that this is most likely done at the highest level in the office the Minister with the presence of
an external consultant (contractor). It is then passed on urgently to the managers and employees.
According to some participants, it is most likely that the strategy is planned at the level of the
Minister and the Vice Minister only, as evident in the following comment:
The strategy from the ground up was filled with the ministry's orders: Minister, Deputy
Minister, some mangers. (Case4P4; Case4P3; Case2P3)
One participant explained his participation in a Strategic Development Team:
90

Although we work in the Strategic Planning Office, our role is only to provide a current
assessment of the situation to the team who are working with the Minister to prepare and
develop the strategy. )Case4P4_Case 4(
Many participants also claimed that the strategy is most likely to be prepared by consulting
firms without the participation of managers and employees:
What I know is that Mackenzie has fully prepared the strategy and a workshop was
created to introduce it and present it to us. It was then adopted without much
participation. (Case6P3)
This claim was supported by a participant who mentioned:
We have not been asked about the strategy except when they held a workshop to
introduce the strategy. (Case5P4)
It is noticeable in some organisations that its strategy is designed at the highest level. However,
it is supposed to be built by all employees right up to the on highest-level, namely Executives
and Top Managers.
Strategy never comes from top to bottom. In my opinion, there was no participation by us
I think here. I wouldn't say it was imposed – it came from top to bottom (Case7P2;
Case1P2)
5.4.2 The main findings
1. Many participants indicated that attending and participating in strategic planning and
design meetings are very rare, and often attendees are present for the final version only
2. Participants noted that not all related managers and stakeholders were invited to attend
the meetings. In some cases, only employees who have a strong relationship with the
Executives only invited.
3. Most likely, the decisions around invitations are made suddenly and quickly without
prior planning.
4. Participation in strategic planning is always based on the guidance of the CEO, GM or
President.
5. The Yesser program measurements and participant interviews found that Middle
Managers are most likely to not be involved in planning, attendance, and design.
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6. Many participants asserted that the strategy is often is fully designed by an external
contractor (consultant)
7. Several participants reported that in many organisations, strategy design is done from
top (CEO, Executives. Etc.) to bottom, even though the opposite is assumed.
8. Many participants indicated that a newly appointed Official would most likely change
the organisational strategy and that this affected the implementation of many projects.
5.4.3 Top manager participation in strategic IT planning (TMPI)
The extent to which Top Management in the selected Saudi public-sector organisations
participated in strategic IT planning and its impact during the implementation of IT projects is
also relevant to RQ2. Across all five public-sector organisations, the interviewees indicated
their views that the following factors either positively or negatively affected the quality and
implementation of IT projects:
Positive: realistic and achievable timelines and realistic and effective staffing plans.
Negative: lack of clear communication among participants, unclear statement of overall goals,
and unclear delineations of responsibilities and authorities.
Notwithstanding this belief, the level of participation in IT planning by Top Managers in the
organisations was below what might reasonably be expected. Fourteen participants made it
clear that they had never participated in IT planning.
Also of focus were the extent and the level of participation by Top and Middle Managers in
strategic IT planning, and whether IT planning include an assessment of the organisation's
future information needs. There was agreement among many participants that the contributions
of these managers helped to achieve the goals of the organisation. This is because it supported
agreement on important projects regarding the appropriate road map and the provision of
appropriate services.
With regard to the participation of IT Managers in the formulation of their strategy and projects,
this process was done directly by the IT and the CFO only. This is due to their roles in
determining the project budgets. As one participant pointed out:
Frankly, there's nothing I’ve said, but the process is done in a traditional way where a
committee is held with only a member of IT and one of the financial departments to
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discussed and agreed on the budgeted of the projects, at the end in my opinion IT is the
decision-maker. (Case7P2)
On the other hand, one of the representatives of the transformation team in the e-government
program claimed that the formulation and implementation of the organisation's strategy was
carried out in full by the IT manager. This is because the sector Managers and Management
Officials do not have sufficient knowledge of the strategy:
Most of the entities that I have seen, IT is the person who leads initiatives not work, so
the work is the last to know about the developments in these initiatives. They just say that
this is the system we use. (Case3P4)
Several participants stressed that the IT strategy and objectives are part of the organisation's
strategy. As such, it is necessary for them to be fully linked and aligned to the business strategy:
They realise that IT planning is more isolated from the others, and they should recognise
the need to be more proactive than is currently the situation. They need to translate
business strategy goals into IT strategy so that they can plan infrastructure, implement
lots of technical skills, and equip to users and beneficiaries. (Case3P1)
Another participant pointed out:
The IT strategy and objectives are part of the organisation's strategy, so it is necessary
to be fully linked to it. (Case2P1)
Another participant explained that one of the most important reasons for the resistance facing
organisations when transformation and applying systems is the absence of IT when planning
projects:
I don't have enough experience to judge, but I think it's very modest participation, and if
there is active participation, we won't see the problems and resistance that happens in
the implementation process. (Case2P2)
One participant stated that the role of IT has become greater than the role it plays, stating:
According to what we see in many sectors, it is information technology that leads the
business contrary to what It should (Case5P4)
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One participant (Case3P4) explained that the reasons for this include the organisation's policy
when the business departments fail to lead the initiatives. They then assign the lead to IT for
implementation.
Furthermore, a Senior Advisor explained that the reason for only modest participation by the
business sector in the development of their plans and objectives was the difficulty of
communicating with Business Officials. This was in addition to the fact that many Officials
rush to see the results and that this is not easy to achieve in a short period of time. He
commented:
I convinced the Digital Transformation Agent of the idea of this project. I suffered a lot
until we had the opportunity to meet him to present the project to him and he was very
much complaining about the lack of tangible results. This was one of the most important
challenges we faced, as he occasionally said, I didn't see the result. (Case4P3)
5.4.4 The main findings
1. Many participants agreed that the gap between IT and the rest of the organisation's
departments is large and there is almost complete isolation, especially with regard to
plans, objectives and initiatives.
2. Several participants stressed that the IT strategy and objectives are part of the
organisation's strategy, so it is necessary to be fully linked to them.
3. IT strategy and objectives must be fully linked and aligned to the business strategy so
they can translate the goals into successful projects.
4. An important factor for IT projects' failure is to set the plans and goals apart from the
organisation’s strategy, goals, initiatives and other sectors and departments.
5. An important reason for resistance in an organisation towards adopting the idea of
transformation and implementing the initiatives is the absence of the role of IT and the
participation of others in their plans and projects.
6. It is likely that a leading reason for why business IT is not involved is likely to due to
the organisation's policy. When the business sector is not leading the initiatives, they
are handed over to IT for implementation.
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7. IT staff face great difficulty in translating IT goals to Executives and Top Managers for
two reasons: lack of knowledge and urgency in achieving results.

5.4.5
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Knowledge management and the centralisation of IT decisions is one of the most important
factors affecting the strategic alignment between business and IT. For example, knowledge of
IT assets, IT strategic potential and opportunities increases productivity and performance.
Consequently, the planning practices related to IT influence the strategic alignment between
business and IT.
RQ2 in this study calls for an examination of the effects of Top Management characteristics
(e.g., support, knowledge of IT etc.) on Business-IT strategic alignment outcomes in IT projects
in the nominated Saudi Arabia public-sector organisations. Results from the data analysis show
that the study participants perceived the Saudi government's attention and interest was directed
towards ensuring that Top Managers have knowledge of IT by appointing leaders who have
experience in technology.
Regarding Top Manager’s knowledge, the participants described several positive aspects,
indicating that there is interest in and knowledge about the importance of IT’s role in the success
of the organisation. In general, many participants reported that the current situation is much
better than before.
For example, one participant commented:
Senior Management have sufficient experience and knowledge to understand the
technology and IT projects help to improve the organisation's performance. (Case1P3)
The chief information officer (CIO) also emphasised:
Top Managers are very interested and are very cooperative and support transformation,
encourage the use of systems, and support their continuous development. (Case1P1)
On the other hand, one of the specialist participants who works on the management of IT
projects mentioned:
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There is a disparity in knowledge in many sectors, but there is a significant improvement.
This is especially after many of them have used the staff from outside the organisation to
support and enrich the organisation. (Case10P1)
Stressing the importance of knowledge of IT, several participants across different sectors
explained that they are lucky that the First Official in the organisation was CIO because this
helped to speed up the adoption of technology and to improve support (e.g., Case4P3; Case7P3;
Case1P4).
5.4.5.1 Accurate and specialised knowledge and determining the need
Although some participants highlighted the improvement in IT knowledge among Senior
Officials, others highlighted two very important aspects. First, the gap in Senior Official’s
inability to identify the needs of the organisation. Second, the difficulties they have in using
IT's language to communicate to other administrations and beneficiaries to reach agreement on
the preferred outcomes.
One Project Manager explained:
There is awareness of the importance of information technology and its role, but the
problem is that there is a missing part which is how to unite the language of
communication so that there is complete agreement in all aspects. We need to recover
this missing part. (Case5P3)
The Director of Planning and Strategy in one of the government sectors explained shows that it
is sometimes difficult for non-IT specialists to understand some concepts, especially complex
concepts. In turn, this can affect the success of IT projects. He commented:
In some meetings related to systems development projects, the dialogue is technical, and
I can't understand what's going on in the meeting, even though I'm a specialist. Let alone
other Officials who don't have an IT background. I think it's a difficult issue. (Case4P4)
One participant who works in e-government and the Yesser Transformation Program explained
the gap between the IT sector and other users in general as follows:
How can everyone speak the same language? One of the most important challenges we
currently suffer from is how to communicate with the others in a unified language.
(Case3P3)
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One of the participant’s managers said that Project Managers' challenge is to get input from
other departments. Each section has its own priorities and objectives, and the challenge is how
to ensure that the service provided meets the needs of the organisation. According to the Project
Manager:
One of the main success factors for the projects was to understand their requirements
accurately, especially if there is constant communication with the users. (Case5P3)
5.4.5.2 Other knowledge aspects
Several participants mentioned that knowledge should not be limited to knowledge of IT, but
should also include related legal and financial aspects:
I would like clarification that the focus should be on knowledge of IT only and that it
should include knowledge in the financial, legal, and customer services aspects. All these
factors are related to each other. (Case1P2)
As for the knowledge around the purchase of hardware, software and other challenges, many
Executives objected to purchasing expensive licenses, databases, software, and security
licenses. If they do not have knowledge of this, the challenges may be significant.
Two CFOs confirmed this in their comments:
We have a great difficulty in understanding purchases, and we suffer from how to monitor
those purchases, especially with regard to licenses. Also, we are limited because they are
programs and licenses that only the specialist and financial staff understand. (Case1P4;
Case1P1)
5.4.5.3 Reliance on technology and competition
During the interviews, one participant who works as an advisor to the Minister for Information
Technology pointed to the success stories of some service systems such as Absher and Stock
Market*.2 He suggested that this made the other sectors want to compete to reach the same
level.
On the one hand, one of the agents of the Ministry stated:

2

Absher & and Stock Market are two successful systems in Saudi Arabia
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Our work is based on data, so awareness, perception, and knowledge that technology is
an essential and key part in the completion of our core business facilitates and increases
productivity and performance. There is no dispute in this matter. (Case4P3)
5.4.6 The main findings
1. There is a disparity in the levels of awareness of the importance of IT, but it is noted
that there is much better awareness overall than before.
2. Among the most significant challenges is that some Senior Officials cannot accurately
determine their needs, which causes an imbalance in the quality of project outputs.
3. Many specialists in both IT and business said that the language of communication
between them needs to be reviewed because the language is not understood or difficult,
especially in professional IT terms.
4. IT Managers and Directors have a hard time convincing Executives (CEO, General
Manager, President) about some initiatives and projects due to the inability to
understand the project and their rush and hurry to see the results.
5. Some participants indicated that knowledge should also include an understanding and
getting acquainted with financial and legal aspects.
6. One of the reasons for the failure of many projects and initiatives is that leaders who
hold top positions do not have the required competences. It has been observed in some
sectors, especially the most bureaucratic, that IT Managers have obtained their positions
regardless of competence.
7. Some Executives and leaders fear change and bring in new leaders because of this fear.
5.4.7 Top management support (TMS)
Regarding the support of the Top Management, many participants explained that there is almost
complete support, especially for IT projects. For example, the CFO in Ministry indicated that
they have full material and moral support, especially for IT projects, stating:
Yes, IT projects get full support through the Chief Official (Minister) who is continuously
interested in this and as Finance Director I find that IT projects have a share of support.
(Case4P2)
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On the other hand, the Director of Strategic Planning in the same Ministry stated that financial
support for IT projects is revealed in the budget figures:
In the huge budget for Ministry’s projects, a large part is spent on developing IT systems
completely, including initiatives and training. This shows the amount of support we are
receiving. I would like to clarify that information technology receives direct support from
the Minister, directly and continuously. (Case4P1)
Likewise, the CIO in one of the other Ministries indicated:
Senior Officials are aware of the importance of IT and are satisfied with the support it
receives. (Case5P2)
Regarding the level of satisfaction with the support provided to infrastructure projects in the
Ministry, the Director of Infrastructure in a Ministry indicated that although they receive
support, they are not always completely satisfied:
We're satisfied with the support we're seeing, but not much. (Case5P4)
5.4.7.1 A new generation of qualified leaders
The participants touched on a very important factor contributing to the high level of support;
namely, the appointment of new competent leaders who are fully aware of IT's importance,
especially those who have experience in IT. For example:
The CFO in one of the Ministries to have received a high evaluation in the annual
measurement of electronic and digital transformation mentioned that the support is
because the Minister has knowledge of IT. As a result, he is the first to use new technology
or a new system to support innovation and creativity. (Case4P2)
The Director of the Financial Department also commented that attracting and appointing
qualified staff helped to raise efficiency and to access support:
I believe that the new recruitment system witnessed by the government sectors helped a
lot in the process of facilitating employment in the sectors. This was done by selecting
leaders and people who have experience and high competence which helped in
development effectively. (Case4P2)
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The Assistant General Manager of Yesser also confirmed that the appointment of new leaders
with knowledge of IT helped significantly in the adoption and use of technology. “At the same
time, expectations were raised” (Case3P3).
5.4.7.2 Information technology organisational structure practices
Many participants indicated that support is present, but that the most critical challenge in getting
support for IT is linked directly to the CEO, GM, or President. This is in relation to
implementing Cabinet decisions to link IT to the First Official or Deputy. For example, the
Deputy GM of Yesser noted:
We noticed that some sectors have a strong desire to support IT and their projects.
However, the reason for the lack of necessary support is that some sectors are not linked
directly to the executives. Consequently, which has an impact on the success of the
projects. But we, unfortunately, notice some sectors circumvent this decision and do not
wish to implement it. (Case3P3)
Regarding the impact of support on projects, it emerged that the support was insufficient in
some large organisations due to a lack of follow-up until the project is completed. In addition,
there were problems related to delays in approving the appropriate budget allocations for
projects, as well as to budget reductions by the Ministry of Finance. A Director in one of the
selected sectors mentioned:
There may be support from Senior Management, but the support may be at the beginning
of the project. After studying the project, there may be a reduction in the project budget,
rescheduling, or merging several projects with each other. So, this may lead to delays in
the completion of projects and affect the implementation of the project. (Case6P3)
Furthermore, some participants stated that despite the presence of support, the budget's
assessment and monitoring affected the quality of the project. For example:
However, evaluating the project budget under its real value has affected the feasibility of
the project. (Case1P2; Case5P4; Case2P1)
A Director in a Ministry Strategic Planning Department added:
The reason for this is due to the absence of suitable governance mechanisms (Case2P1)
Moreover, the Director of Applications added:
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The support from the Minister is good. However, the problem lies in the implementation
of the projects themselves, where we lack support during the implementation of projects.
We suffer from the demand to complete the projects quickly and the fact that approval of
the project budget takes a lot of time. (Case6P4)
Moreover, as stated by the Director of Standards and Regulations at Yesser:
The reason for this is due to the absence of any Senior and Executive Managers in the
Projects Committee to ensure that all projects are on track and on schedule. (Case3P4)
Therefore, until such problems and challenges are resolved, the Vision Realisation Office
(VRO) was recently established to oversee the implementation of all initiatives and projects.
As one Director of Standards described it:
There is excellent development for external causes that are not from within the facility.
There is accountability, reports, and a centre specialised in following up on internal
performance and initiatives. There are VRO organisations planted within every
government agency, and this is one of the solutions that we see suitable for solving such
problems. We in Yesser did not have sufficient powers despite all the efforts we made.
(Case3P4)
5.4.7.3 Culture and bureaucracy
Several participants mentioned that some leaders and Officials have become completely
dependent on technology. This is regardless of the appropriateness or feasibility of these
solutions and their capacity to resolve problems. One participant stated that they used to throw
their problems onto IT:
The Minister’s advisor mentions that among the challenges is the tendency of Officials to
throw any problems they have to IT to solve regardless of the proposed solutions'
feasibility. (Case2P3)
Another Manager mentioned:
Some technical solutions provided by the systems might have a much greater operational
cost than self-operation by some employees. But the lack of awareness of some leaders
led them to believe that IT has the magic to do everything. (Case1P2)
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Some Officials also noted the resistance towards some initiatives, especially those at the
national level, based on fears that it will rob them of their powers. In addition, they may be
required to bear some burden or responsibility that they do not want. It emerged that in many
cases, officials resist these initiatives. As one participant mentioned:
But it seems now that thinking this way has become a thing of the past. The transformation
is now greater than this culture, and they must keep pace with this change. (Case3P3)
5.4.8 The main findings
1. Most participants indicated that there is almost adequate support for IT from the Top
Management.
2. Results indicate that the sectors to have achieved rapid progress in the transformation
have support from Senior Officials who have experience in IT.
3. A challenge facing IT is that some Top Managers want to see results quickly regardless
of available resources and suitable time frames.
4. A reason for the shift in the quality of support is the development of new systems to
attract and appoint leaders who have competences and experience in IT.
5. Results indicate that the level of Top Management competencies and experience in IT
is directly correlated to the level of support for IT.
6. Results indicate that one of the main reasons for the challenges facing IT projects is that
they are not connected directly to the CEO, GM, or President in the sector.
7. Although the Council of Ministers links the CIO to the head of the organisation, some
Top Managers do not want to do so and circumvent its application.
8. The slow process to approve project budgets significantly affects the completion of
projects on time.
9. Reducing the project budget influences the completion and quality of the project
outcomes.
10. The absence of Top Managers and executives in the Projects Committee affected the
quality of project completion and operation
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11. Establishing a VRO in many sectors helped speed up the completion of some initiatives
and projects.
12. Some Top Managers and Executives do not support initiatives, especially those at the
national level, because they believe that the initiatives may undermine their power or
present them with more responsibilities.
13. Some Top Managers always throw their problems onto the IT department.

5.5 Quality of IT Project Planning and Implementation (QPP)
This section reports the participants’ descriptions of the most important factors affecting IT
project quality, implementation, and success. It includes prioritising projects, project scope,
timelines, and communication and support plans. This area of focus was of particular interest
to the participants because the implementation and success of projects are among everyone's
priorities.
Responses from the participants included descriptions of how they managed IT projects in terms
of the estimation and verification of resources, the appropriateness of the project scope,
implementation of projects according to their timelines, and methods of communication during
project implementation.
5.5.1 Project quality
Project Quality includes all the procedures, processes, and activities that define policies,
responsibilities, and project tasks. The participants provided diverse perspectives of the factors
affecting project quality and how to improve the quality and thus the project's success.
According to the participants, many organisations experience great challenges during the
implementation of projects. For example, the Deputy General Manager of the Government
Digital Transformation sector in Yesser stated:
Through our evaluations and contacts with project managers, we was found that 70% of
projects fail for several reasons, including the lack of good project management. This
percentage may increase, especially for IT projects, because IT projects are different,
multiple, and complex, especially when developing Systems. (Case3P3)
However, the BDM who worked at one of the large companies noted that few companies with
the competencies required to implement IT projects are few. He further added:
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It was surprising how municipal Ministries evaluate the efficiency of these companies.
However, this is supposed to be done by the Ministry of Communications or IT or the
Communications and IT Commission, or Yesser. (Case9P1)
The Deputy Minister in Organisation No. (4) explained that the most important reason for
projects stumbling and failing that they rush to achieve their results. He commented:
Unfortunately, most project that rush the results are most likely the ones that fail. This is
most likely due to decision-makers, and they put much pressure on us. (Case4P3)
The IT Strategy Consultant at the Consulting Company (EY) had worked on many consulting
projects in government organisations and commented that governance, communication, and
project adoption are among the most important factors for project success:
I do not see that the problem is in technology or solutions. The most important thing is
the adoption of technology and governance. Everyone must be involved in projects and
kept up to date and be partners in success. (Case8P1)
The GM in Organisation No. (1) also added that changes of leadership, especially the decisionmaker, affects the strategic planning and thus affects project implementation:
They involve us at the beginning of the project, but since the project begins with
implementation, we do not know anything after that, and we are not informed of anything.
Also, there is no measurement of goals and project outcomes. This is due to the continuous
change in the organisation's leadership, which effected a change in the strategy and,
consequently, a change and delay in the project and its goals. (Case1P2)
The Director of Strategic Planning believed that IT is generally overburdened in its role. He
described it as follows:
The problem is that public organisations depend on IT in everything from writing the
project requirements until its implementation. We do not see any input from the Business
Development Department or Project Management Office, and IT is loaded with tasks that
it is not supposed to undertake. (Case4P4)
The Assistant Director-General of Organisation No. (6) also confirmed that the Business
Development Department and Project Management Office's absence meant IT was overtaxed,
especially in large organisations. He claimed:
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When we ask IT to develop systems, we find that they have a huge number of projects,
and they constantly apologise to us that the volume of work and projects they have is
large. We do not find any interaction from them. (Case6P2)
5.5.2 Failure to prioritise projects
One of the main problems faced by project managers, system developers, and IT specialists is
related to prioritising projects. The frequent and urgent requests from work units, groups, and
Senior Officials leads to difficulties around setting clear priorities during project
implementation. Many participants described how this affects the quality of the project. For
instance, the Director of PMO in Organisation No. (6) commented that everyone involved in
the project thinks that he should have the priority:
We listed all the projects and initiatives and presented them to higher management. We
asked them to determine the projects' priorities, arrange them according to importance,
and provide them with a timetable for implementation. However, we were surprised after
a short time that it was not adhered to. (Case6P4)
The Deputy Minister in Organisation No. (4) confirmed that being overburdened with priorities
was the first step to losing control. He stated:
Everyone thinks that he has a priority in implementing his projects. (Case4P3)
The Director of Strategic Planning indicated:
I still notice indifference in Top Management and in decision-makers in government
organisations regarding determining priorities and rushing to see results. This is
especially in large projects whose results and effects do not appear until after a long time.
(Case2P1)
5.5.3 Determining project requirements, project scope, and change requests
Failure to define the project needs and to ensure the project scope is defined accurately and
clearly so that it includes all deliverables and features may lead to project failure. As stated by
the Deputy Director-General of the Governmental Digital Transformation Sector in Yesser
when explaining the gap between business groups and units in understanding project
requirements:

105

The language used by IT and the rest of the workgroups is incomprehensible because they
speak in a language that is not understood by all of them. This means there is the lack of
clear knowledge convergence between IT and the business sector. Therefore, it is
assumed that there will be business development professionals who will fulfil this role.
(Case3P3)
The Minister’s Advisor in Organisation No. (2) explained that the inability of working groups
to determine their actual needs means they often request amendments to the project, thus
affecting the project’s quality:
In many cases, workgroups and units do not provide IT with half of the requests. When
the project's implementation remains half complete, they are surprised that additional
requests affect the final output from and quality. (Case2P3)
In the opinion of the CFO in Organisation No. (4):
Requests for change often exceed 30 percent of the basic value of the project, and this
means for us that the project owner did not specify at least 30 percent of his needs as he
should have (Case4P2)
The CIO in Organisation No. (7) also commented on the frequency and urgency of the change
requests:
We receive change requests frequently during implementation, and the problem arises
when the increase in the project's budget is not approved. Therefore, we cannot meet the
change request, and the project may not perform its role. These are the most important
problems that we face in government projects. (Case7P1)
The Vice President of Organisation No. (6) conceded that management cannot always
communicate its needs in many projects, stating:
We find it difficult to communicate our ideas to IT, and we cannot explain to them our
priorities. (Case6P2)
Moreover, the CFO in Organisation No. (7) alluded to the reasons for why implementing
projects can be difficult:
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Implementing projects can be difficult for several reasons, including that IT cannot
analyse and limit all workgroup’s requirements. Therefore, Business Developers, System
Analysts, and Project Managers must adopt this role on their behalf. (Case7P2)
The Deputy Director-General in Yesser confirmed the Vice President’s assertion, explaining:
The problem is the lack of clarity of language between workgroups and units and IT. The
absence of the business development and project management role in many government
agencies is one reason for this gap, which has greatly affected the project outputs.
(Case3P3)
From another perspective, the Advisor to the Minister in Organisation No. (2) explained the
reasons for the existence of such problems:
The absence of governance on the enterprise level and the absence of an institutional
structure lead to these practices. Since it is assumed that there will be an office for the
institutional structure, all projects and initiatives are presented, and the priorities and
needs are precisely determined. They ensure that all requirements are completed in
detail. (Case2P3)
5.5.4 Project budgets
Some participants expressed the opinion that government procedures to approve project budgets
influence the outputs and projects' quality. For instance, the Director of Applications in
Organisation No. (6) was of the view that government systems have special controls that may
not serve the interests in some projects. He commented:
There may be support from Top Management at the beginning of the project after studying
the project and determining its needs and requirements. After finalising the
specifications, a budget is requested for the project according to the government tender
and procurement system. However, the approval of the budget is generally much lower
than the expected cost. Therefore, either we reduce some of the project requirements or
search for the lowest prices, which happens most often. Therefore, the result is negative
for the project outputs. (Case6P4)
The Director of Strategic Planning in Organisation No. (2) also drew attention to government
competition and the procurement systems and procedures for approving IT project budgets:
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The government sector is very slow in implementing projects; from formulating the idea
and developing the budget through to implementation. In many cases, the role of the
project has ended and is of no further use. This is due to the complexity of the government
competition and procurement procedures, which impose many standards, complex
procedures, and requests. (Case2P1)
This was confirmed by the Director of Business Development in a major company that provides
IT solutions. Based on his observations of many projects, re remarked:
The procedures for awarding and implementing projects in the government sector
generally take a very long time. In many cases, the goal of the project may have ended,
and there is no point in implementing it, and this is considered a failure. (Case9P1)
Concerning how to choose the most appropriate contractor, the Director of the Financial
Department in Organisation No. (7) stated:
All government agencies have controls and procedures according to the government
tenders and procurement system. After receiving offers from companies, they are
analysed, making sure that the conditions and specifications are met. They then accept
the lowest price even if the contractor is not good. (Case7P2)
The Director of Project Management in Organisation No. (5) also asserted that current
regulations related to the competition and procurement system do not serve the projects in terms
of quality (Case5P3)
5.5.5 Project management office and methodologies
The Project Management Office in any organisation has a key role in facilitating project
success. This is primarily through the application of standards and methodologies that support
best practices in the implementation of projects and for improving project performance. Many
participants expressed their opinions on this important aspect. When commenting on the role
of the Project Management Office, the Director of Communication in Organisation No. (6)
stated:
So far, a Project Management Office has not been established, and none of the
methodologies have been applied. This is due to the preoccupation with updating our
strategic plan, and work is underway on that. (Case6P3)
Furthermore, the Assistant Director-General in Organisation No. (6) added:
108

We do not have a Project Management Office despite the large number of projects we
have, and I think that is the reason for the presence of problems in the projects. (Case6P2)
The CFO in Organisation No. (7) indicated that there is a Project Management Office in their
organisation that performs the following:
We have a Project Management Office that develops the terms and conditions brochure
according to the work groups’ request to study, prepare the study, and prepare the
specifications. It is then transferred to the IT Department. (Case7P2)
The IT Director working in the same organisation, commented:
Although there is a Project Management Office, the problem we face is more to do with
Top Management's support. (Case7P1).
According to the Director of Project Management Office in Organisation No. (6):
The IT Project Management Office, in general, is one of the success factors for alignment and
implementation. The PMO report is usually presented to the Executives, the CEO, or the
Minister. The Project Management Office is concerned with linking and involving all
stakeholders during the project's implementation. (Case5P3)
5.5.7 The main findings
1. Many companies lack the competence and ability to implement IT projects.
2. The Ministry of Municipality evaluates the companies implementing IT projects.
However, it’s supposed to be completed evaluated by one of the regulators and
legislators such as the Ministry of Information Technology or the Communications and
Information Technology Commission.
3. Attracting highly qualified and experienced employees from the private sector to work
in government organisations may raise the efficiency and quality of the services
provided by IT.
4. The urgency to implement projects, especially technical projects, affects the quality of
the project outputs.
5. Top Management support is vital during project implementation, especially in the last
stages of implementation.
6. Constant changes of leadership, especially the main decision maker, affects the strategic
planning and implementation of projects.
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7. Many organisations rely on the IT Department to analyse business requirements, and
this increases their responsibilities. The lack of a department specialising in business
development and analysis has led to this situation.
8. Lack of departments specialising in business development and project management has
resulted in IT Departments being overwhelmed, especially in large organisations.
9. A gap exists between groups and business units in their understanding of the
requirements of a project. This is due to their lack of understanding of each other, which
affects how the requirements are defined in detail.
10. Work groups and business units expect IT to fulfill all project roles from start to finish.
11. Continuous change requests increase the project's cost. In turn, the approved budget
does not cover this increase, and thus the project may fail.
12. Continuous change requests may not be approved due to the cost increase and the project
may stop as a result.
13. Absence of a Business Development Department was observed in many government
agencies. This greatly affects the analysis of the project requirements leading to
weaknesses in the project's quality and outputs.
14. Many organisations are unable to prepare a Request for Proposal (RFP) and the project
requirements in detail, which limits the success of the project.
15. Controls and criteria for selecting contractors in the government’s bidding and
procurement system typically make a recommendation to accept the lowest price. This
does not comply with and does not serve the IT projects that require efficiency and
quality in implementation.
16. No Project Management Office has been observed in any of the organisations, and so
the IT Department is relied upon to play this role.
17. Effective communication with all parties and stakeholders and updating them with
information about the project in a timely way increases the likelihood of project success.
5.6 Organisational Structure (OS)
The organisational structure greatly influences an organisation's strategic plans and the success
of its projects, initiatives, and performance. To understand this impact, the participants were
asked about the structure of their organisation; its design, suitability, whether it supports the
goals of the organisation, the number of administrative levels, and its effect on decision-making.
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In addition, the participants were asked to comment on the responsibilities, power structures,
policies, and procedures in the organisation, as well as the communication mechanisms used.
The participants expressed many opinions indicating the central role of the organisational
structure and explained the most important factors to impact the planning of the structure such
as the interventions of senior managers. They also pointed to the overlap of powers, tasks, and
the importance of the structure to IT choices and IT projects' success. This is evidenced in the
following comments:
5.6.1 Centralised structure and bureaucratic leadership
The Deputy Director-General of Organisation No. (6) described the traditional structural
designs in government organisations:
We found that the previous structure was designed based on some senior managers'
interventions to suit their desires. We also found resistance during its modernisation as
some of them would lose their authority. We have changed that approach and the
architecture is being updated again.” We found many tasks, responsibilities, and powers
intertwined, and that agencies completely overlapped with other agencies. I can say it's
a mess. We are currently developing an operational model to coordinate the governance
responsibilities of each business unit. )Case6P1(
In addition, the Director of Strategic Planning in Organisation No. (2) confirmed that
government work is mostly linked to people and not the structure and organisation (Case2P1)
As for the CFO in Organisation No. (1), he described how senior officials' interventions hinder
the modernisation and design of the organisational structure and its implementation:
We find conflicts among senior executives to ensure that none of the previous
management or division is lost or any authority under its management. So, I can say that
it is most likely that the design of the structure is not exempt from the intervention of
adults. (Case1P4)
It emerged that although there are attempts to improve the structure and procedures, the
bureaucracy is an obstacle to these attempts. He stated:
There are attempts to provide good working environments. Still, our organisation
remains a governmental department with a Board of Directors that puts all its systems in
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place ... while urging employees to propose solutions to improve procedures. But there is
still bureaucracy. (Case1P4)
The Director of Projects Management in Organisation (5) indicated that the failure of the
organisational structure in many government agencies was due to two reasons:
One of the reasons for the organisational structure's weakness is the interference of
senior officials in its design and the failure to update it continuously, which led to the
weakness of the organisational structure. (Case5P1)
5.6.2 Job description and the overlap between responsibilities and authorities
A point of focus was the organisational structure and its relationship to the success of projects
and initiatives in general and their impact on the quality of information technology (IT) projects.
On this, the Director of Relations and Communication Department in Organisation No. (6)
remarked that the absence of a clear structure in addition to the presence of duplication of tasks
hinders the work and success of projects. As shown in the following comments, he believed
that the conflicting and overlapping powers and tasks weakened the communication process in
governmental organisations:
The current structure does not serve our work at all, and we face many challenges and
difficulties in implementing projects due to conflicting responsibilities. We do not know
who has the authority, who is the decision-maker, and the stakeholders in some of the
projects. (Case6P3)
Regarding overlapping powers, tasks, and responsibilities, the Director of Strategic Planning in
the organisation described many overlapping tasks and responsibilities that hinder government
agencies' work due to the lack of an appropriate structure:
We suffer a lot from overlapping tasks and responsibilities. We repeatedly tried to
monitor those responsibilities and tasks and translate them into an operational model for
each department and division, which took a lot of time and effort. (Case2P1)
On the suitability of the organisation's current structure and the extent to which it supports the
goals of the organisation, the CFO in Organisation No. (1) explained that there is an overlap in
many of the tasks of the different departments and divisions that hinder the success of projects:
When we review the current structure, we find it very huge, as if it is a huge ministry’s
structure, while the number of employees does not exceed 700. In fact, this structure is
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not required because some businesses can be combined because they are very similar.
Therefore, the structure, yes, is a hindrance. (Case1P4)
5.6.3 Organisational structure and IT division
The Vice President in Organisation No. (6) asserted that it is important to link project
management, information security, and IT to the decision-makers and they noticed that
there are no important departments such as project management in the current structure.
(Case6P1).
As for designing the organisational structure in the IT sector, the CIO of Organisation No. (1)
claimed that IT department need to redesign the organisational structure because of the
overlapping tasks (Case1P1). Although IT's role is vital, many organisations do not realise the
role and importance of IT, as the minister’s advisor in Organisation No. (2) reports.
Information technology is always placed under the support services, although its role is
influential. In most cases, this is usually the case in organisations where the First Official
decision-maker is unaware of IT's importance. (Case2P3)
The Deputy Minister for Business Development in Organisation No. (4) explained their
experience in preparing the IT management structure, stating:
We implemented the Cabinet’s decision to link information technology with the Minister
directly. Rather, the IT Director was appointed to a high position like the rest of the
deputies and agents. The performance of IT and its projects has changed, and we have
become a standard among government organisations. (Case4P3)
The Deputy General Manager of the Government’s Digital Transformation sector mentioned
that based onhis observations of the organisational structures in government organisations:
There are many sectors that still include IT under operational services, and this made
their role very limited ... unlike if, for example, a digital transformation agency was
established. (Case3P3)
Although IT's role is vital, and despite the existence of a decision by the Council of
Ministers, that information technology should follow the decision-maker directly in the
organisation. This decision is not applied and fraudulent in its application. (Case3P3)
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5.6.4 Organisational structure and IT projects
Regarding the clarity of procedures and responsibilities of the government sectors in general, it
emerged that the organisational structures are not appropriate in many organisations. Moreover,
this hinders the facilitation of many procedures and the implementation of projects due to a lack
of knowledge by the authority holder. The Application Director of Organisation No. 6 stated:
We do not know who the person responsible for ending certain procedures is through
dealing with other government sectors. If we ask in the same sector, we do not find an
answer, and so every person directs you to another person, so it is real suffering that we
constantly face. (Case6P4)
The Deputy Minister in Organisation No. (4) noted that what is most important to the success
of the organisational structure is the manner and timing of planning before its implementation.
He described what happened to them as follows:
When the Minister requested that the organisational structure be updated, the Human
Resources Department intervened and justified its specialty. They modernised the old
structure and added some departments and divisions according to what they see,
regardless of others' opinions. Therefore, the current structure is designed according to
the Director of Human Resources department's opinion only and not according to what
serves the public interest. (Case4P3)
The Director of the Financial Department explains that the organisational structure in
Organisation No. (7) is unstable due to it being changed almost every year:
There is instability because of the lack of clarity of initiatives and projects that are
constantly updated in the strategic plan. This is what we suffer from constantly as the
plan is updated with each new Manager. Thus, everything is updated respectively, in
addition to the structure, and so on without stability, which is due to the lack of
governance. (Case7P2)
The Deputy General Manager in Yesser stated that the absence of business development has
been observed in many government agencies. This greatly affects the needs analysis and leads
to a weakness in the project's quality and outputs:
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The absence of a business development department may be among the most important
reasons for the lack of clarity of language between IT and the business sector (business
requirement development) (Case3P3)
5.6.5 The main findings
1. The organisational structure is formed and designed in government organisations with
the intervention and influence of some Top Managers.
2. Although there are attempts to improve the structure and procedures, bureaucracy is a
hindrance to these attempts.
3. There is a desire to hold authority and power, but there is no desire to assume
responsibility during project implementation.
4. One of the reasons for the weakness of the organisational structure is that it is not
constantly updated
5. Lack of a clear structure, in addition to the duplication of tasks and responsibilities in
the work of departments and units, impedes the success of projects
6. Conflicting and overlapping powers and tasks lead to poor communication processes in
government organisations.
7. According to the Cabinet Resolution, many authorities have not committed to linking
project management, information security, and IT with the First Official or the
organisation's decision-maker in the organisation.
8. There is a positive impact from linking IT to the primary official and decision-maker
9. IT divisions need restructuring and to have their responsibilities, roles, and tasks
redefined due to overlapping.
10. Many government agencies do not realise IT's importance and are not interested in the
role, capabilities, and services that it can provide.
11. The level of IT support depends on the level of IT experience and knowledge that the
decision-maker possesses.
12. Duplication of tasks and responsibilities affects the determination of financial
requirements and thus the overlap of projects due to repeated requests as a result of
overlapping responsibilities.
13. The absence of a Business Development Department in many government organisations
greatly affects the needs analysis and weakens project quality and output.
14. The absence of a Project Manager in many government agencies greatly affects the
quality, output and success of projects in general.
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5.7
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5.7.1 Level of culture in public sector organisations
The Director of Standards and Regulations at Yesser referred to the level of culture in public
sector organisations and the awareness of government-sector employees about technical and
innovative solutions. This included references to their role in increasing productivity and the
maturity of the organisational culture in general in public sectors organisations. He stated:
There are certainly improvements but not in all of the aspects and we noticed a change
compared to previous times. If you had asked me before, the answer would be that it was
very frustrating in terms of the level of interest from people and government agencies.
But now, based on the visits I have made to government agencies, we have noticed more
interest than before. Although everyone is going through a real transformation, we are
not satisfied with the level of culture. (Case3P4)
The Deputy Minister for Business Development in Organisation No. (4) explained the
transformation experience as follows:
Our experience is different from the rest. We're in a real transition, so everyone has to
keep up with the change. It’s like switching from the summer to winter, so everyone should
wear winter clothes. (Case4P3)
As described by the Financial Director of Organisation No. (4), employee responses can
generally be classified into three levels:
We can classify the users’ resistance into three categories. The first accepts technology
directly (50%), some fear its use (40%), and others completely refuse to use it (10%).'
(Case1P4)
5.7.2 Innovative organisational culture
Some participants indicated that one of the most important factors in raising awareness and
culture in government institutions is to support innovation and creativity. The Director of the
Financial Department for instance asserted that the current organisational structure in
government departments did not support innovation and creativity as it does in some developed
countries. In turn, he suggested that it is possible to learn from the experiences of organisations
in these countries to raise the level of culture, creativity, and innovation in Saudi organisations:
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In some countries, especially America, Europe, and China, there are methodologies to
improve both leader's and subordinates' capabilities through flexible regulatory
legislation. This provides the employee with a great opportunity for creativity and
innovation. At least 70 per cent of the procedures and controls can be put into place, and
30% will be left to employees and leaders to allow them to innovate and thus increase the
chances of investing in human resources beneficially and positively. (Case7P2)
The CIO in Organisation No. (1) discussed his observations about employees when applying
innovative solutions, systems, or tools to improve procedures and enhance performance,
stating:
Although the IT Department attempts to continuously update technologies and bring new
solutions that may raise productivity and facilitate workers, the employees' culture is still
not accustomed to using them. For example, we implemented a new system from Microsoft
at the beginning of the year to facilitate teamwork. Its name is Microsoft Teams and
Yammer. Its function is to support departments to work with each other, to promote
teamwork, and how to distribute jobs. Unfortunately, resistance is present to everything
new, and the rate of awareness and culture is low. (Case1P1)
Regarding the extent to which cultural awareness influences the success of the organisation’s
strategy, the CIO in Organisation No. (7) claimed that culture and change management are
influential in the success of the organisation’s strategy and projects. If Top Management is not
supportive of change, then positive results are not expected, as evidenced in the following
statement:
When we talk about strategic work, I see that culture is the most important factor. As
legendary management consultant and writer, Peter Drucker recounts, culture eats
strategy for breakfast. Culture has a major influence on strategy. (Case7P1)
One Senior Executive in Yesser believed that an innovative organisational culture in
government agencies is central to the success of the government sector in general:
We have not seen any evidence from the sector of the existence of mechanisms and
procedures aimed at nurturing and developing creativity in government organisations for
innovation and development. It has become evident that their priorities lie in doing
business only without creativity or innovation or adopting new ideas that benefit the
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business. They may outsource their work to achieve better outcomes, but it may show the
opposite (very bad). (Case3P3)
5.7.3 Recruitment regulation and incentive bonuses
Several participants commented that the current recruitment and employment systems do not
help to raise productivity. These systems include rewards, incentives, and promotions, and are
among the causes of low culture. Employees often perceive the changes in the new
transformation stages as potentially increasing their work burden and thus requiring additional
incentives and rewards.
One Business Development Manager working at an international company for enterprise
solutions and infrastructures reflected on his experiences in implementing government projects
and dealings with governmental organisations as the following comment reveals, he believes
that the current recruitment and employment system does not help employees to be productive:
We can say that the culture in public sector organisations and the employees' culture is
the same, as the reward systems, incentives, vacations, and working hours are influential
in the employee's own culture. We constantly see employees in government organisations
complaining about the lack of an incentive for innovation. The employment system does
not encourage it because everyone is equal. This does not help the organisations to
motivate employees. We may see a few employees working without incentives, but they
are a few. (Case9P1)
The CFO of Organisation No. (1) inferred that although the appointment and reward system
may be different among government organisations, they all suffer from bureaucracy and the
inherited culture, generation after generation:
There are attempts to provide suitable working environments, but our organisation
remains a government department that has a Board of Directors that work within specific
boundaries, regulations, and legislation. There are attempts to meet every three months
and receive suggestions and complaints. But there is still a bureaucracy. (Case1P4)
The Director of Application in Organisation No. (6) noted the existence of prejudices and biases
in employment, or what is known as Hank or Coterie. This type of culture prevails in most
organisations and influences productivity significantly. He questioned:
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How can an organisation succeed in implementing its projects? At the same time, it is
based on relationships, regardless of competence and qualifications. Furthermore, what
I see is a big organisational vacuum. (Case6P4)
Despite creating a new system to attract qualified employees and to remunerate them with
competitive salaries to raise organisational performance, many employees feel there is a huge
difference between them and highly paid employees. This has resulted in a significant impact
on productivity. Indeed, the Director of Business Development in Organisation No. (8) (who
has worked on government projects for 25 years) suggested, it has created a state of apathy in
productivity. This sentiment was echoed by the Accounts Manager who stated:
There is a large segment of employees who feel that there is a big difference in salaries
and bonuses, so there are employees who say I only work as much as the amount that I
get. So, if my salary is low, my other colleague gets double my salary, and we do the same
work, so I will do half the work required of me. This is what I see in lots of the public
sector organisations. (Case9P1)
The Director of Public Relations and Communication in Organisation No. (6) claimed that
rewards and incentives play a big role in the culture of the organisation as employees think
continuously about them:
In many aspects of communication in the organisation, we see continued frustration
among employees, unfortunately. Some employees want to hear the decision to increase
salaries and bonuses and want to hear constantly about financial matters. (Case6P3)
Given the effect of the lack of incentives and rewards on employees, a negative culture can
spread throughout the organisation and affect its performance. This was mentioned by the
Director of Information Technology in Organisation No. (7):
One of the most important factors affecting culture is the lack of incentives or rewards ...
This will consequently affect employees and then spread the negative culture to everyone.
Perhaps the most important thing is the rewards and incentives system, and the other
thing that I see that has a great impact on the culture is justice. In general, therefore, the
employee feels that his rights are taken away. (Case7P1)
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The Director of Standards and Systems Department in Yesser added that the evaluation methods
in most government organisations focus on employees' attendance records, not their
productivity. He indicated:
Many government sector employees suffer in the evaluations of their annual performance
as the evaluation depends on their presence at the workplace without assessing their
productivity. This creates a climate of frustration for the majority. Regardless of
performance in general, it is enough that you are present in your office at the official
working time, even though you may be one of the best performing employees. (Case3P4)
5.7.4 Fear of change (Metathesiophobia)
Several participants mentioned employee fear of change or resistance as one reason for the
negative culture among employees in the organisation, particularly the fear of loss of powers.
The CIO in Organisation No. (7) revealed that even if there are high-performing employees,
the poor performance of other employees will have an impact. Therefore, consideration must
be given to addressing culture in all aspects. He raised this sentiment about how employees
impact each other's work as follows:
And even a high-performance employee, if mixed with a group of low-performing
employees, will not be motivated to deliver high-performance outcomes. The opposite is
often true if you hire two employees, one with high- performance and the other with the
low-performance; of course, one of them will be affected by the other. We need to address
the culture before any strategy. We need to know the issues and develop a plan to deal
with them. (Case7P1)
Similarly, the Deputy Minister for Business Development commented that the culture of the
organisation and the employees is important. As revealed in his comment below, the culture of
employees is critical and influential in decision making, especially if the beneficiaries of the
decisions are a large segment of society:
We were announcing one of the important legislations related to employment systems and
the launch of a new automated system. Before the announcement, the decision makers
were consulted. We found out that the new system may disturb public opinion, so the
culture of change is not limited to the organisation, but rather to society and public
opinion. (Case4P3)
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The Director of Investment in Organisation No. (2) observed that the most important obstacles
to change and accepting new regulations, especially from senior employees, is the culture of
employees and their perceptions of the impacts to their authority. This is revealed in his
comment:
My observations show that the reasons for not accepting the new systems and technology
are the fear of criticism because of lack of knowledge, and in order to distance himself
from this suspicion, he may criticise the new regulations as being useless. (Case2P2)
Likewise, there may be some specialists who do not differentiate between the most important
interests in their specialty. The following comment reveals that the fear of failure or lack of
knowledge may come from specialists in IT:
Some specialists do not differentiate between the most important interests so we can say
that fear of failure or lack of knowledge may emanate from specialists in IT. It is noted
that employees who do not receive continuous training suffer from following up on what
is new. After a period, you find them unable to understand and understand modern
technologies and may have a role in the resistance due to a lack of knowledge. (Case2P2)
5.7.5 Governance and Culture
The Director of the Strategic Planning Department in Organisation No. (2) posited that it is
important to remember that the strategic work culture in its beginnings and is modest, especially
at the level of projects. He commented:
We can say that this culture is in its cradle. For example, we noticed a lot of excesses in
linking goals to projects, as some of the projects that are implemented have no relation
to the mentioned goals. But they were forced to do so to obtain a project budget, and this
happens a lot. (Case2P1)
The General Manager of the Business Sector in Organisation No. (1) further claimed there may
be several factors shaping an organization's culture. He pointed to the way different departments
operated and their ability to define and customise their needs in detail, He suggested that this is
common in many public organisations and added:
There is a clear deficiency in many organisations and departments. When they raise their
problems, they do not detail their requirements as if they also want IT to perform
everything on their behalf. (Case1P2)
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It was also noted that the absence of change methodologies in government sector organisations
was an issue. Specifically, the organisation’s need to define a methodology specific to the
culture of the organisation and its approach to the management of change. As described by the
Director of Infrastructure in Organisation No. (1):
I see that the main factor affecting the success of projects is poor organisational culture,
the culture of individuals, and their understanding of the importance of IT projects and
other projects. (Case1P3)
According to the Director of Standards and Systems in Yesser, the conflict exists between
departments in some sectors for two reasons: to maintain authority and to control the budget.
He stated:
We noticed a conflict between many departments, especially between the IT Department
and the others. The conflict is due to the two matters of controlling the budget and keeping
the authority. This is due to the absence of governance in many sectors. These conflicts
are because the leaders are unaware and because of the lack of culture and knowledge.
(Case3P4)
5.7.6 Effective decision making
The top decision-maker in any organisation has an influential role. Notably, the participants
stated that resistance is not limited to employees. That is, Senior Executives and Managers may
lack knowledge and awareness, leading them to reject innovative solutions and modern
technologies. They may also fear losing some of their authority. According to the Director of
Standards and Systems in Yesser:
The presence of resistance is not only at the level of individuals, but at the level of leaders
and Senior Officials. This is for several reasons, either losing validity, increasing
burdens, or others related to confidentiality of information. (Case3P4)
As for the Director of the Investment Sector in Organisation No. (2), he claimed that resistance
by Officials was often because they feared change and did not want to assume additional
responsibilities or to devise new solutions; he stated:
In some institutions we still notice that leaders have had the position for more than ten
years, so how can the institutions they lead change? So, we can say that the head decisionmaker in the organisation is most likely the one who leads the change. (Case3P4)
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The Director of the Strategic Planning Department in organisation No. (4) confirmed this
perspective, stating:
Despite strong support from the Minister on this side, we are still facing resistance.
Certainly, we have noticed a change in the level of maturity, but we notice repeatedly the
presence of resistance to new ideas, creativity, and initiatives. We are still in the
beginning of the road. (Case4P4)
Lastly, the Deputy Minister in Organisation No. (4) added that the role of the Minister is very
important in the change and transformation process, stating:
The Minister's role was for him to excite everyone, and he explicitly said whoever wants
change is welcome and those who do not want change should look for an alternative
position in a different organisation. (Case4P3)
5.7.7. The main findings
1. The culture of public sector employees to adopt technology and innovative solutions, in
general, is the most important factor in increasing productivity.
2. The level of maturity of the organisational culture in the public sector is still at the first
stage.
3. Most participants expressed their dissatisfaction with the level of organisational culture
in general.
4. Marked improvement has been demonstrated in employees’ level of awareness and
culture of change.
5. Some participants indicated a high level of resistance to everything new and innovative.
6. No indications emerged pointing to the adoption of an innovative organisational culture.
7. Strong indications emerged that incentives and rewards have an important role in raising
awareness and culture.
8. Recruitment processes in the government sector are mostly based on relationships and
not on qualifications and competencies, which affects the success of projects.
9. Many employees feel frustrated with the lack of incentives and rewards, which is one
reason for not accepting new solutions to help improve performance.
10. Current employee evaluation systems are not implemented fairly causing dissatisfaction
among many participants. It is most likely the assessment is based on attendance records
only.
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11. An important factor in project success and effective strategic planning is employee
awareness and organisational culture maturity.
12. Strategic business culture is still in its infancy.
13. In addition to the culture of employees and organisations in the government sector,
stakeholder culture is important because they are affected by the decisions made.
14. No evidence emerged of change management methodology being adopted in
governmental organisations.
15. Employee resistance emerges mainly from fear of criticism for not knowing how to use
technology.
16. Resistance and lack of cultural awareness also includes IT employees who reject new
changes due to lack of training.
17. The effects of bureaucracy remain present and influence many government
organisations significantly, and there is a struggle to acquire powers, projects, and
budgets.
18. Lack of culture is not limited to employees at the low levels, but even to high-ranking
officials.
19. Resistance by Senior Executives is mostly due to fear of losing authority and an
unwillingness to assume additional responsibilities and burdens.
20. Evidence indicates that the First Official and main decision-maker in the organisation
have a significant role in bringing about positive change and affecting the culture of the
organisation in general.

5.8. Organisational Communication (OCOM)
The CIO and IT Manager should first be familiar with all business needs when engaging in the
formal processes of information system strategic planning and project management, This is to
ensure that he can facilitate the achievement of organisational objectives through better
organisational planning and ultimately facilitate alignment between the organisation's IT
strategy and business strategy. To gain participant insights into this aspect, they were asked to
comment on the ability of the CIO to articulate a vision for the role of IT in the organisation.
This includes effective communication to exchange strategic decisions to relevant workgroups
across all levels of government organisations.

124

The insights provided by the Deputy Director-General of Yesser were primarily related to basic
digital communication tools and their general underutilisation. He stated:
The methods currently used in organisations in general, according to our observations,
are modest and less than hoped, and most likely, the e-mail is used by some. (Case3P3)
The Director of Information Technology in Organisation No. (3) also alluded to the underuse
of key communication platforms, as revealed in the following comment:
The communication tools from Microsoft (Yammer) and Microsoft Team are available.
Unfortunately, most employees do not use these means, and we find reluctance and
resistance to their use. (Case1P1)
Similarly, the vice president in Organisation No. (6) raises concerns about employees' attitudes
towards using digital communication platforms. He pointed to the use of Twitter, e-mail, text
messages (SMS), and Microsoft (Yammer), but expressed concern about the employees’
commitment to developing these communication pathways within the organisation. He stated:
When we talk about communication, some employees suffer from a poor attitude as they
only want to hear decisions about salary increases, outside work hours, and financial
matters. (Case6P1)
The Director of Public Relations and Communication in the same organisation echoed this
sentiment, stating:
Unfortunately, the employees want to hear the decision to increase their salaries on an
ongoing basis and only financial matters. (Case6P3)
5.8.1 Government communication
As for the methods of communication across government organisations, the Director of the
Standards and Regulations Department in Yesser pointed to the outdated method still relied
upon. As he observed:
Most organisations communicate with each other through paper documents. (Case3P4)
To address these issues, the Director of Products and Services in Yesser revealed that they are
developing the E-government Programme (Yesser) initiative to build a unified national
electronic communication system for government correspondence. As he explained:

125

We are developing an electronic platform that includes all government agencies to prepare,
exchange, store, track and retrieve correspondence and documents. When the Ecorrespondence system was introduced, however, we did not get cooperation from many
organisations. (Case3P2)
5.8.2 Organisational communication level
Regarding the level of communication at the organisational level, the Director of Applications
in Organisation No. (6) pointed to the following benefits from improving the ease of
communication between work groups:
Communication at the Department level ranges from C to Good. But I think that the lack
of clarity of responsibilities and tasks and the absence of governance is an issue I noticed
that there is chaos in the communication channels between business units leading to
frequent conflicting decisions. (Case6P4)
Other participants also remarked on the connection between communication processes and
decision making. For example, the CFO in Organisation No. (7) commented:
Decisions are deliberated according to competence, and there is a protocol for
communication in the sense that each employee corresponds to other departments
through his manager. This may hinder communication, but this is what we have followed.
(Case7P2)
The participants were also asked to comment on the ease or difficult of the communication
processes between employees and decision-makers. As revealed in the following comment, this
often depended on the decision-maker himself and the topic of communication. The participant
stated:
For the Top Manager, communication is somewhat easy with him. But with the decisionmaker, the communication ease or difficulty depends on the topic and its importance.
(Case5P1)
5.8.3 Communication at the Project Level
It emerged that the participants had contrasting views on the efficiency of communication at
the project implementation level and its impact on project quality and outputs and. Some
pointed to the communication difficulties due to the multiplicity of levels. As the Director of
Infrastructure in Organisation No. (5) remarked:
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I can say that we face a gap and weakness in communication, especially during the
implementation of projects, and this increases the obstacles during implementation. For
example, the Developers and Projects Managers find it difficult to communicate with the
rest of the work groups. Both parties find it difficult to translate requests and to
understand how to diagnose and identify problems and requirements to find appropriate
solutions. (Case5P4)
The Director of Project Management in Organisation No. (5) added:
One of the most common problems we face during the implementation of projects is the
change requests. Sometimes the project even stops due to many change requests. This
results from the lack of effective communication pathways and the inability to define
requirements before launching the project. This is due to the failure to understand and
define the requirements as they should. (Case5P3)
The Director of the Application Development Department in the same organisation stated that
communicating with stakeholders was one of the most difficult things the organisation faces
during the implementation of projects because most of the amendments require the approval of
all stakeholders. He stated:
We cannot progress without getting approval from all of them, which affects the
implementation of the project on time. (Case6P4)
In addition, the focus was given in the interview to the communication mechanisms during
project implementation in relation to the organisation's governance and IT governance more
specifically. As the following comment reveals, the communication mechanisms reflect typical
bureaucratic processes:
Of course, we have a Project Management Office that prepares the requirements and
specifications and then sends it to the Information Technology Department. There is a
Committee under the General Manager's supervision that discusses all project priorities
and its budget and makes recommendations. (Case7P2)
5.8.4 The main findings
1. E-mail, Microsoft Team, Twitter, and text messages are commonly used to
communicate in public sector organisations, according to the participants.
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2. Resistance by some employees is evident in regard to the use of advanced
communication methods. They prefer to use traditional text messages or Twitter.
3. Many employees are seemingly only interested in hearing about financial news,
bonuses, and incentives rather than how to improve communication pathways.
4. Yesser developed a communication system to service all government organisations.
Although it is free and easy to use, many parties do not want to use it.
5. A protocol exists for communication between government departments and agencies,
and employees must communicate using the appropriate hierarchal channels.
6. Ease of access to, and communication with, Top Managers and Officials depends on the
importance of the topic.
7. Lack of clarity and identification of stakeholders is a basic obstacle to effective
communication. The main reason for the lack of clarity of each stakeholder’s role is the
absence of governance.
8. Duplication of responsibilities and tasks has led to multiple stakeholders.
Communication among stakeholders is difficult during project implementation and this
can cause difficulties because effective communication is needed for most amendments
to obtain approval.
9. Failure to understand the requirements of work units and groups due to communication
gaps leads to frequent requests for continuous change, which affects project quality.
10. A gap exists between work units and work groups and between their IT Managers in
terms of understanding the requirements of the project. This is due to a lack of clarity
in the language of communication between them.
11. The absence of the business development management department causes a gap
between business units and work groups and between IT Managers.
5.9.

rga isati

’s Performance (OP)

An important criteria for evaluating and predicting the value an organisation generates from IT
projects is effective IT governance. In turn, such governance is demonstrated by establishing a
formal prioritisation process for IT investments and projects in which business and IT is
involved.
Performance is important in public-sector organisations and is influenced directly by IT
projects. It is important to understand how the organisation measures performance, especially
in relation to outcomes directly affected by IT projects and services. Therefore, the participants
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were asked several questions regarding the financial and operational performances of their
organisation.
5.9.1. Organisational performance / Financial performance
It was revealed through the participants’ responses that the government sector is currently not
looking to achieve a return on its investment. Rather, it is looking to provide services that satisfy
customers regardless of the costs. Although a goal of the Saudi 2030 Vision is to increase nonoil government revenue, public-sector organisations are currently not contributing to this
outcome, especially via their IT projects. For example, one participant mentioned:
In order to answer this question, we should mention the goal of the organisation, because
this organisation and even the system is concerned about service and is not aiming for
profit. (Case7P2)
This sentiment was confirmed by many other participants:
Currently, we are not looking for profit, but we are looking for customer satisfaction and
good service (Case6P3)
One participant remarked however that the focus may turn to cost reductions in the future:
We might look for cost reduction such as going to the cloud instead of draining the money
in purchasing the devices and operating them, but we have not reached the investment
stage yet. (Case1P1).
One participant who measures the performance of government agencies stated that it was more
important to know how to stop waste due to poor infrastructure and governance than to think
about the investment aspect:
In reality, in the public sector there are no revenue generated from projects, so there is
no measurable return of investment. We should know how to stop financial waste on
projects due to the absence of EA and the absence of governance and how to save on IT
project expenditures. (Case3P4)
The Director of Investment in Organisation No. (2) further explained that IT projects consume
a lot of the budget in terms of purchasing technologies, operating systems and licenses on his
evaluation, the public sector is still in its early stages:
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Through my work as Director of the Investment Sector, I see from this aspect that we are
at the beginning of the journey, because this concept is not popular with many people,
including decision-makers. (Case2P2)
Another participant who has worked in more than five government agencies during the past 10
years and who currently works as a Director of Project Management in one of the larger
Ministries confirmed that no government organisations measure the return on investment in
relation to IT projects.
This was further explained by the CIO in Organisation No. (7), who asserted:
The budget system at the national level encourages you to spend the entire budget because
if this is not done the excess amounts may be deducted from next year's budget. This is
what makes many sectors drain the money when there is no need. (Case7P1)
Some Executives in the Ministry of Communications and Information Technology and the
Yesser E-governments Programme clarified that the Ministry planned to pursue privatisation
(i.e., move organisations from the public sector into the private sector) to increase government
income, reduce government expenditures, and improve service quality. This includes
organisations in the ICT sector. Alternatively, some participants mentioned that the services
could be partially privatised; that is, enter into Public-Private Partnerships (PPP), particularly
those that have already invested in IT projects (Case3P4, Case4P3, and Case2P2)
The participants were also asked about the procedure and process on the return on assets (ROA)
and how it is measured in the government, but none answered this question.
5.9.2 Public-private partnership (PPPs)
The PPPs aim for the private sector to develop and operate public sector services to increase
efficiency, performance and increase the return on investment (ROI). In this regard, several
participants pointed to previous success stories and considered their application to government
sector organisations, especially those that provide continuous services of interest to citizens.
According to one participant:
The constraints on improving the quality of services are the lack of a specialised technical
arm or a third partner to provide the required support. (Case3P4)
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Moreover, the Director of Strategy Development in the Ministry of Communication and
Technology confirmed that the telecommunications and IT sector provides most of the
government’s essential services. He went on to state:
Given the existence of real and repeated suffering in IT projects, I think that the
participation of the private sector in developing these services will contribute to solving
these issues. (Case2P1)
Then, as the leading Investment Planner in the Ministry of Communication and Technology
highlighted, the real task is to get the private sector organisations to develop robust partnerships
with their private sector counterparts. He remarked:
We are encouraging public sector organisation to establish a true partnership with the
private sector so that they can increase the quality of services and performance, and we
intend to transfer some of the services. (Case2P2)
Furthermore, he pointed to the successful transformation of the telecom sector into the private
sector, which then encouraged the transformation of the postal sector:
Currently, we are about to fully transfer the mail to the private sector. (Case2P2)
5.9.3 Organisational performance / Customer performance
Many government agencies strive to provide excellent services in order to enhance customer
satisfaction and potentially increase their ROI. In turn, the participants were asked to provide
their views on the level of customer satisfaction and the quality of the products and services.
5.9.4 Customer satisfaction
The participants highlighted that government agencies traditionally had no interest in customer
satisfaction measures because there was no measurement of organisational performance.
However, the situation has changed in recent years and, according to one participant:
The focus on performance measurements and customer satisfaction has started to
increase, but it has not reached maturity yet. (Case3P3)
Regarding the tool through which customer satisfaction is measured, some participants
explained that this is accomplished using the e-Government programme annual performance
measurement. As one participant explained:
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Yesser measures customer satisfaction with all public sector organisations. There is a
special indicator that measures user satisfaction and the quality of services in all public
sector organisations in the annual performance measurement. (Case7P3)
Indeed, the Standards Director at Yesser clarified that:
The level of quality of services provided by government agencies has a large share of the
evaluation equivalent to 40 % of the annual measurement. (Case3P4)
5.9.5 Products and services
On the quality of services provided by IT projects, one Executive expressed his opinion as
follows:
Does it meet the purpose? Yes, it does, and the business departments are satisfied. I am
not satisfied at all, but at least it meets the purpose. (Case4P3)
In addition, a consultant made the following comment in relation to assessing the quality of
electronic services provided by government agencies:
A new generation of customers has become aware of the services provided by government
agencies and uses them continuously without personally presenting to headquarters.
Thus, they would like to have easy and simple services just like the apps used in mobile
phones. They don't want complications. That is why I think the level of satisfaction is
generally low. (Case8P1)
In response to these observations by the participants about the quality of systems, applications,
and services, a question was put to some specialist system developers about the existence of a
special unit to test the systems before launch. It emerged that a specific department or specialist
team were the only ones to test the applications before and after their launch. Furthermore,
some participants indicated that these tasks may be done by the team developing the systems
and applications. Regarding the testing procedure, one participant commented:
The quality of the project may or may not meet the requirements for business and Top
Management. It may be due to a lack of understanding of the requirements or because
the programs and all the functionalities have not been tested before delivery (testing).
(Case1P2)
Another participant added:
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Application Management plays a role of testing applications and programs before
launching them. (Case7P1)
Lastly, as one participant explained:
Often the project schedule does not allow for testing systems until the end of the project
implementation period. (Case6P3)
Other reasons to account for the low service quality to emerge from the participants’ responses
were related to employee remuneration and organisational culture. This is evidenced in the
following two comments:
One of the reasons for the low quality of service in the public sector is low wages and
salaries. (Case9P1)
The culture of the organisation is very important in improving performance and raising
the quality of services (Case7P1)
5.9.6 The main findings
1. At present, the government sector does not invest in IT projects, but rather invests by
providing services and by looking forward to improving customer and citizen
satisfaction
2. There is great waste of project funds in general and misplaced expenses due to lack of
experience and knowledge and because of the culture of employees and officials.
3. There may be movement in stopping financial waste as a first stage before considering
investment from projects.
4. The current system for approving the budget encourages organisations to spend their
budget allocation entirely for fear of having any amount left over deducted from the
following year’s budget.
5. The Public sector is still in its early stages in terms of investment.
6. Many participants admit that operating licenses and equipment constitute a large part of
the financial waste in IT projects.
7. The Ministry of Communications and Information Technology urges government sector
organisations to partner with private sector organisations to increase income, reduce
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costs, and improve services.
8. None of the participants answered the question related to measuring the ROA in
government sector organisations.
9. Customer satisfaction has recently improved but has not reached a mature stage.
10. Government organisations are not looking to invest or to make a profit at present, but
they are looking to provide a better service to the customers.
11. Customer satisfaction is most likely measured through the Yesser E-government
Programme annual measurement.
12. Yesser measures customer satisfaction in all public sector institutions. There is a special
indicator that measures customer satisfaction and the quality of services in all public
sector institutions equivalent to 40% of the annual measurement.
13. Low-quality services may be due to a lack of testing to evaluate the quality of systems
and applications in government sector organisations.
14. One reason for the low level of service in the public sector is the low wages, salaries,
and incentives.
15. The culture of the organisation plays a significant role in improving performance and
raising the quality of services.
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Service innovation is linked to organisational performance improvement and RQ3 in this study
specifically. Results from the analyses of the participants’ statements indicate a variety of
approaches are adopted in Saudi public-sector organisations to achieve service innovation while
also improving profit and performance. However, some participants pointed to the lack of a
clear plan to achieve service innovation. Moreover, others pointed to competition between the
public and private sectors as an obstacle to innovation outcomes. Overall, the analysis results
suggest that even though there have been attempts the progress towards service innovation in
Saudi public-sector organisations, it is still at the immature stage.
The participants’ interview responses were clear in terms of their explanations and clarifications
of the present immature state of innovation in public sector organisations and the reasons for
the level of immaturity. Notably, support from Top Management was identified as a key
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incentive for pursuing innovation in addition to the importance of the Saudi government
adopting a national initiative for innovation.
5.10.1 Level of Innovation
The CFO of Organisation No. (7) claimed that Top Management urged employees to innovate
in all daily business activities and that innovation is a permanent feature in all businesses. As
he stated:
The General Manager told us that he wants innovation to be a strategy rooted in the
subconscious, so we are all heading towards it. (Case7P2)
The Advisor to the Minister in Organisation No. (2) also reported that some initiatives were
currently in place to foster innovation, recalling:
There is a program called My Ideas that encourages employees to innovate and create
and there are incentives for them. These ideas are then developed and implemented after
that. (Case2P3)
The CIO in Organisation No. (7) also pointed to the role that incentives and monthly rewards
have in getting staff to adopt new ideas:
We have internal awards called ‘Employee of the Month’ for those who have new ideas
to face great challenges. There is a vote for this idea, and the best new idea or initiative
is selected. (Case1P1)
Furthermore, the Director of Strategic Planning in Organisation No. (2) claimed that
innovations were recently adopted through the establishment of the Agency for Excellence,
Innovation, and Creativity. He explained:
Despite the preoccupation with transformation and projects, there is an initiative to
establish an agency called the Agency for Excellence, Innovation, and Creativity. The
agency is still new, only a few months ago, so it has not achieved great results so far, and
a director has not been appointed. The current attempts are only demonstrations of
diligence. (Case2P13)
The Director of Application Development in Organisation No. (6) also added that the initiative
is still in its beginning stage and needed time reach maturity:
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There is interest in innovation and institutional excellence, but we are still so far from the
point of maturity. It seems that we need a long time as possible for one year to start.
(Case6P4)
Adding to the insights about the level of maturity of the innovation drive in the Saudi public
sector is the GM in Organisation No. (1). As his following comment reveals, he regards the
growing awareness of, and attempts by, organisations to innovated as positive but still a long
way from maturity:
There is a competition between sectors. But it is still immature due to some complex
procedures and administrative barriers. And when technical solutions are presented, it is
noticed that they are presented without any innovation or creativity. (Case1P2)
Another factor to emerge as being significant to innovation is competition in this field. The
Financial Director of Organisation No. (4) noted that Saudi public sector organisations are
beginning to compete, pointing to the Ministry of Trade and the Ministry of Civil Service as
examples of the adoption of new and innovative ideas:
There is a great movement in this matter. There is great competition between government
sector organisations in that they start with new ideas and adopt new ideas, especially in
the field of technology. Procedures have been re-engineering in some important
processes. I mean, if you go to the Ministry of Civil Service or the Ministry of Trade where
you can see innovation is making the work environment more dynamic. (Case4P2)
5.10.2 Top management support for innovation
The Account Manager at a solution development company explained that innovation depends
on the interest and support of Top Management. As he explained:
I see that the level of creativity is very low in some organisations where creativity depends
on the level of support of Top Management. You can see it for yourself. So there will be
no innovation if there is no support. (Case9P1)
Further to this issue, an IT Consultant participant highlighted the role of the IT Manager. As
his comment below reveals, he believes that the Manager should have a seat at the table in an
organisation’s pursuit of business innovation:
IT over the world must take a seat in business innovation and strategic planning. It
fundamentally changes the entire business system in which we operate and opens
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innovative new doors. However, I still see that the involvement of IT Managers in strategy
formulation is still limited. (Case8P1)
The IT Consultant also commented that everyone should participate in strategic planning,
decision-making processes, and setting priorities in order to make the environment a catalyst
for innovation and creativity (Case8P1)
5.10.3 National strategy for innovation, R&D
The GM of Organisation No. (1) drew attention to the importance of technical solutions to
promote innovations. He stated:
There is great awareness of the impact of technology and its role in increasing an
organisation's productivity. But they need to see the effect of this on the procedures in the
sense of improving and developing procedures. Just completing them does not mean that
innovation is occurring. (Case1P2)
It also emerged from the participants’ responses that innovation may sometimes be viewed as
a hindrance. This is especially in relation to matters that require urgent decision making.
Innovation can take time, and this points to the role of the Research and Development (R&D)
Department. As the Director of Information Technology in Organisation No. (1) explained:
We need to shift from the old path to the modern path that sees innovation and creativity
as important business development factors. This is done by creating research and
development departments to support ideas. However, our preoccupation with urgent and
important matters distracted us from this approach, and the direction towards it is
minimal. (Case1P1)
The Governance Director in Yesser also indicated that despite significant government
investment in technical projects that includes the use of top international companies, there has
been little innovation. He revealed:
The government is looking forward to investing in information technology and achieving
revenues from this investment. Most of the contractors at present are foreign companies,
and the government spends huge sums on them, and we have not seen any role for them
in developing innovation. (Case3P1)
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The participants’ comments suggest that absence of units or departments specialised in R&D
and the total reliance on consulting firms does not facilitate innovation across the public sector.
As one participant described:
I never saw any of the government organisations have Research and Development
Departments. They are completely dependent on the efforts of consulting companies ’out
of the box’. But I saw a small unit at the Ministry of Health that deals with mobile
applications only. (Case3P4)
5.10.4 The main findings
1. Some organisations have adopted a General Manager and urge employees to innovate
in all daily work so that innovation is a permanent feature in all businesses.
2. Initiatives exist in some sectors to grant employees monthly bonuses and incentives to
encourage them to innovate, but this is still in the early stages.
3. Innovation is still in its early stages because most organisations are preoccupied with
transformation plans and projects.
4. There is agreement that innovation and creativity depend on the level of support from
Top Management.
5. The culture of the organisation and the employees must support innovation.
6. Most of Top Managers who are interested in innovation are most likely from the new
generation.
7. All technical solutions being developed today are devoid of innovation.
8. Some participants argue that innovation at present be a hindrance due to the
organisation’s preoccupation with transformation.
9. Research and Development Departments are necessary for innovation to take place.
10. A large investment by the government in IT projects utilising major international
companies is apparent, but these companies do not have a role in developing innovation.
11. Customer services at the national level are provided by government organisations, but
they do not focus on innovation to develop the services.
12. Lack of interest in innovation may be due to the absence of an initiative at the national
level to support innovation.
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This section examines and measures aspects of operational excellence in the participating public
sector organisations. Focus is given to factors identified as important for improving
organisational performance, quality of IT projects, and thus improvement in the quality of
services (e.g., productivity improvements and better customer service within a timeframe).
Most participants agreed that their organisations have not yet reached this stage.
Notwithstanding current initiatives, reaching this stage takes considerable time and the
participants reported that many customers are still not satisfied with the services provided.
Hence, service quality must first be improved before looking forward to focus on operational
and institutional excellence. The participants also presented their views on how to enhance the
performance and quality of IT projects.
The participants agreed that operational excellence is important for raising the quality of
services as well as operational performance. However, they also revealed that there is humility
in the adoption of operational excellence by government sectors at the moment. There are
serious attempts to improve services due to interest at the national level, and organisational
performances is being measured yearly. As a result, the public sector continues to look for
solutions on how to improve services.
According to some participants, before looking at operational excellence it is necessary to
address the major infrastructure related constraints and to raise the level of efficiency among
employees through the necessary training:
We have an interest in operational and organisational excellence, but unfortunately it
has not been applied as required. The staff who work there do not have enough
experience and therefore cannot improve the procedures due to lack of experience.
Moreover, let me tell you that we have many constraints in the infrastructure, so how
do we get to the stage of operational excellence? (Case6P2)
One of the advisers involved in evaluating government sector organisations added:
The public sector organisations still need to go a long way to reach the maturity level
in operational and organisational excellence. (Case8P1)
According to other participants, the sectors compete together, but the administrative procedures
hinder any improvement. As a result, operational excellence does not live up to expectations
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due to the lack of participation across all levels. This sentiment is expressed in the following
comments:
There is competition between the sectors, and it is directed to it. However, it is still
immature because of some complicated procedures and administrative barriers.
(Case1P2)
The operational excellence exists but we haven't matured yet. (Case6P4)
There is an agency we have in the Ministry called the Agency for Innovation and
Excellence. This agency is in place, but it is a new touch and is still at the beginning of
construction and did not show any major outputs. (Case4P1)
Furthermore, one participant declared that many employees do not perform their basic tasks
and therefore cannot provide excellent work. To account for this problem, he stated:
This may occur due to the lack of incentives provided to employees. (Case4P2)
Another participant commented that he had not seen or heard that any government organisation
was interested in operational excellence, which was a straightforward reason. He asserted:
They have no governance, no performance measurement, and some of them do not apply
the strategy properly. It is like someone who wants to take a Rolls Royce's body without
its engine. (Case7P3)
5.11.1 The main findings
1. Activating the operational excellence initiatives is very important to improve the
services provided.
2. Regulatory and legislative bodies in operational and institutional excellence and their
motivation
3. Many participants confirm that operational excellence initiatives have not yet been
implemented.
4. Before starting to pursue excellence, the infrastructure must be improved.
5. Raising the work performances of employees with continuous training is necessary to
achieve excellence.
6. Absence of incentives is a reason for the lack of interest and operational excellence by
employees.
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7. There are some entities that have included discrimination departments in the
organisational structure, but they do not yet function properly.
8. The Yesser E-government Programme measures operational and organisational
excellence within the annual performance measurement.

5.12 Summary and Conclusion
This chapter described the results of a comprehensive analysis of all interviews conducted with
31 participants in 10 institutions in Saudi Arabia. In doing so, it presented the evidence
emergent from the qualitative data set related to the impact of IT governance mechanisms on
the Business-IT strategic alignment, the effects of TM characteristics on the strategic alignment
between business and IT and IT governance mechanisms, and the impact of Business-IT
strategic alignment on the quality of IT project planning. Moreover, it explained the moderating
impact of organisational characteristics on the quality of IT project planning in relation to three
nominated outcomes: organisational performance, service innovation, and operational
excellence.
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ANALYSIS OF QUANTITATIVE DATA
6.1 Introduction
This chapter includes the results of the analysis of the data collected via a questionnaire
launched by the Qualtrix platform. It includes the outcomes of the participant demographic data
analysis along with the government sectors to which the participants belong. It also includes
the quantitative data analysis results using a structural equations model (SEM). The descriptive
results are presented first in Sections (6.3 to 6.5), with the SEM analysis presented in several
subsequent sections. Presentation of the SEM analysis includes an overview of the PLS-SEM
analysis technique (Section 6.6), Data Coding and Examination (Section 6.7), Reflective
measurement model assessment (Section 6.7.1), and Assessment of the formative instruments
(Section 6.7.2). Structural model assessment and the results of the hypothesis tests are presented
in Section (6.8).
6.2 Data Collection
Data were collected from 6 August 2019 to 15 October 2019. The survey instrument for data
collection was designed following recommendations by Henderson and Venkatraman (1993),
Kearns and Lederer (2003), Kearns and Sabherwal (2006), Johnson and Lederer (2010), Wu et
al. (2015), and McAdam et al. (2016). It was distributed to random samples over 252 publicsector organisations in Saudi Arabia via official emails from the Saudi e-Government Program,
“Yesser”, official WhatsApp groups by Yesser, and private messages via LinkedIn groups to
selected persons in IT, strategic planning, and business. As identified in the 2016 directories
published by Saudi Arabia e-Government Program “Yesser”, selecting 252 institutions as a
random sample was considered an appropriate target for the population in this study (Yasser
2016; Yesser 2017). A total of 450 employee’s responses were returned from 148 institutions,
of which 198 were sufficiently completed to be included for analysis. That is, 252 responses
were returned with incomplete answers and were subsequently excluded from the analyses.
6.3 Descriptive Analyses
In this study, descriptive statistics have been used to analyse and present the outcomes relating
to the participants' demographic characteristics and the participating organisations’
demographics. These results have been described so that they can be used for interpretation and
comparison (Cavana et al. 2001; Cresswel 2013). During the descriptive analysis, missing data
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were processed using a delete-to-list approach, whereby all cases containing missing data are
excluded from the analysis (Schumacker & Lomax 2004).
6.4 Participant Demographics
The participants’ demographic characteristics are shown in Table 6.1. The variables discussed
are gender, age, level of education, and job position.
Table 6.1 Participant demographic results
Gender

Age

Education

Male

163

84%

Female

35

16%

24 years old or younger

3

1.5%

25 to 34 years old

57

29%

35 to 44 years old

96

49%

45 to 54 years old

32

16%

55 years old or older

8

4%

High school graduate

2

1%

College/Diploma

7

4%

Bachelor /4-year degree

46

23%

Professional degree

2

1%

Master

53

27%

Doctorate

21

11%

Other

68

34%

6.4.1 Gender
As shown in Figure 6.1, most participants in this study were male (n=163, 84%). The relatively
low female participation rate (n=35, 11%) is similar to the female participation rate in studies
and research of information systems E-government in developing countries, specifically Saudi
Arabia (Alanazi 2013). However, it is much lower than in developed countries where the
percentage of females ranged from 40-43% (Ganapati & Reddick 2012; Gil-Garcia et al. 2007;
Brajawidagda 2016).
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Figure 6.1 Participants Gender

6.4.2 Age
Table 6.1 shows that most participants in this study were aged between 35 and 44 years (n=96,
49%), followed by those aged between 25 and 34 (n=57, 29%). Thirty-two participants (16%)
were aged between 45 and 54 years, followed by 8 participants (4%) aged 55 years and older.
Only 3 participants (1.5%) were 24 years of age or younger see Figure 6.2. This distribution
indicates that the public-sector organisations in this study assign strategic planning, project
management and organisational affairs to senior employees with sufficient experience, which
suits the requirements of the study.

Participants Age
4%
16%

2%
29%

49%

Age 24 years old or younger
Age 35 to 44 years old
Age 55 years old or older

Age 25 to 34 years old
Age 45 to 54 years old

Figure 6.2 Participants Ages
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6.4.3 Education
It is evident from the results shown in Table 6.1 that most participants are holders of a Master's
degree (n=53, 27%), followed by those who hold a bachelor degree (n=46, 23%). In addition,
21 participants (11%) had achieved a Doctorate, and 9 participants (5%) held a diploma or high
school level qualification only. Almost one-third of the participants (34%), however, did not
disclose their highest level of education attainment see Figure 6.3. This distribution indicates
that most of the jobs assigned in public-sector organisations specialising in strategic planning
and project management include employees with higher educational qualifications and
backgrounds.
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Other

Figure 6.3 Participants education

6.4.4 Official job position
As shown in Table 6.2, 14 participants (13%) were Business Development Managers, 11 (10%)
were General Managers (10%), 11 (10%) were IT Managers, and 9 (8%) were Project
Managers. The remaining participants included Chief Executive Officers (CEO), Chief
Financial Officers (CFO, n=2, 2%), Chief Strategy Officers (CSO, n=2, 2%), Chief Information
Officers (CIO, n=2, 2%), Strategy Officers (n=3, 3%), and Systems Designers (n=2, 2%).
Notably, 48 participants (24%) did not disclose their job title see Figure 6.4. These percentage
breakdowns indicate a reasonable and acceptable level of role diversity among the samples for
this study to answer the research questionnaires.
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Table 6.2 Official Job position
Variable
Official job
position

Category

No.

%

Chief Financial Officer (CFO

2

1.83

Chief Operating Officer (COO)

3

2.75

Chief Strategy Officer (CSO)

2

1.83

Chief Information Officer (CIO)

2

1.83

Project Manager / Officer

2

1.83

Business Department Manager

14

12.84

IT Manager

11

10.09

Strategy Officer

3

2.75

Project Manager

9

8.26

Systems Designer

2

1.83

General Manager

11

10.09

Not identified

48

44.04
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Figure 6.4 Participants Official Job position

6.4.5 Years of work experience
Table 6.3 shows that the average total years of work experience among the sample was around
15 years. Specifically, 20% of participants had between 16 and 20 years of experience, followed
by those with between 11 and 15 years (14%) and between 5 and 10 years (14%). Of the
remaining participants, 11% had between 21 and 25 years of experience, 6%, had between 26
and 30 years, 4% had between 31 and 35 years, 4% had between 1 and 5 years, and 1% of
participants had between 35 and 40 years of experience. A total of 54 participants (27%) did
not disclose their number of years of experience. The years of working experience demonstrated
by the participants overall is very appropriate for this study as it indicates that most participants
had enough experience to provide rich and meaningful responses to the questionnaire
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Table 6.3 Participants’ years of work experience
Variable
Experience

Category (years)

No.

%

1-5

8

4

5-10

27

14

11-15

28

14

16-20

39

20

21-25

22

11

26-30

11

6

31-35

8

4

35-40

1

1

Did not disclose

45

27

198

100

Total

6.5 Organisation Demographics
The results in Table 6.4 show the overall demographics of the organisations to participate in
the online survey. As indicated, most participants (n=42, 21%) were working in Education and
Training sector organisations, followed by participants working in Health sector organisations
(n=21, 11%), and then participants from organisations in the Planning, Trade, Import and
Investment sector (n=11, 6%). In addition, and 8 participants were working in organisations in
the Transportation (4.0%) and Internal Security (4%) sectors, 7 participants each were working
in organisations in the Military (4 %), Media (4%), and Environment and Social Affairs (4.0%)
sectors, and 6 participants were working in organisations in the Municipalities (3%) sector.
Notably, 39 participants did not respond to this question and so there are 159 answers shown in
Figure 6.5.
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Table 6.4 Organisation demographics
Variable

Category (sector)

No.

%

Sectors

Internal Security

8

4

Planning, Trade, Import and Investment

11

6

Education and Training

42

21

General Services and Media

7

4

Municipalities

6

3

Finance, Credit and Savings

6

3

Islamic and Legal Affairs

4

2

Communication and Technology Sciences

15

8

Environment and Social Affairs

7

4

Military

7

4

Labour

7

4

Transportation

8

4

Health

21

11

Region Governorates

5

3

Legislation and Control Entities

5

3

Other

39

20

198

100

Total
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Finance, Credit and Savings

3%
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3%
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3%

4%
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4%

4%
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Region Governorates
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Figure 6.5 Organisation demographics
6.6 Theoretical Model Assessment by SEM
Figure 6.6 displays the theoretical model examined in this study. The model seeks to explain
organisational performance, service innovation, and operational excellence. Our measurement
model consists of both reflective and formative indicators. In reflective measurement models,
observed items are considered as an effect of a latent construct. The underlying construct is
assumed to cause the values demonstrated in the observed items (Jarvis et al. 2003;
Diamantopoulos & Siguaw 2006; Lowry & Gaskin 2014). Reflective indicators can be viewed
as a representative sample of all possible items available within the conceptual domain of the
construct and indicate that all items reflect the same construct. Formative indicators, on the
other hand, form the construct using linear combinations. Formative measurements do not
require correlated indicators (reliability and validity statistics) that are restricted to reflective
measurement models only (Sarstedt, M et al. 2016).
There are two exogenous (independent) variables in the model; namely, top management
characteristics and information systems (IS) governance mechanisms, and five endogenous
(dependent) variables: business-IT strategic alignment, quality of IT project planning,
organisational performance, service innovation, and operational excellence. There is one
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moderating variable: organisational characteristics, whose moderation effect between businessIT alignment and quality of IT project planning was tested. Lastly, the moderation effect of top
management characteristics was also tested between IT governance mechanisms and businessIT strategic alignment.
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Figure 6.6 Conceptual model of structural relationships
Data to test the research model was obtained from a sample of 198 participants working in
organisations from the same cultural context; namely, Saudi Arabia.
Using G-Power 3.1 software, an f-test (MANOVA) was conducted to determine the
recommended sample size (Faul et al. 2009). This tool has proved effective in determining
statistically relevant sample sizes in social and behavioural science research (Faul et al. 2007).
With an effect size of 0.0625%, error probability of 0.05, power of 0.95, 9 groups, two
predictors (independent variables), and five response variables (dependent variables), our
minimum recommended sample size was 200 participants (see Figure 6.7).
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Figure 6.7 G*POWER software with the calculation of minimum sample size
Before collecting data for our study, we started by designing the survey in English and Arabic
because using guidelines from the Brislin (1970), Dornyei & Csizer (2012). We conducted a
pretest and pilot test on fifteen participants during which they provided feedback on their
understanding and made recommendations on the questionnaires. These tests assessed the
cultural and conceptual understanding of the items in both languages. The final versions of the
survey were divided into three main sections consisted of nine sub sections: (i) introduction;
(ii) sociodemographic information; and (iii) construct measurements. We used a case-wise
deletion method to delete all observations that contained a missing value. Only the remaining
data was used for computations. Thus, we used 198 valid responses to run data analysis.
The valid responses were analysed using partial least squares – structural equation modelling
(PLS-SEM) based on criteria suggested by Hair et al. (2013) and Hair Jr et al. (2017) using
Smart-PLS 3.2.8 software (Ringle et al. 2015). This method is increasingly used to explain
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phenomena in behavioural and social sciences because it can model latent variables, correct
measurement errors, and estimate parameters of entire models simultaneously, Then the
analysis is performed by using 300 iterations (Wong 2013; Ringle et al. 2015; Hair Jr et al.
2016).
6.7 Data Coding and Examination
All collected data were uploaded to the Qualtrix platform and then examined to ensure its
completeness and that there were no missing or invalid data. All incomplete questionnaires
were excluded, and those completed were then encoded in an Excel spreadsheet as shown in
Error! Reference source not found..
The use of PLS-SEM in data analysis does not require a normal distribution test because it is
not necessary, unlike CB-SEM which requires testing (Hair et al. 2011). This is because PLSSEM is suitable when there is an imbalance in the distribution of erroneous data ( Hair et al.
2011; Hair et al. 2012).
Table 6.5 Questionnaire items and construct definitions
Constructs/sub-

Type

Items

Coding

References

constructs
IT

Governance

ITGM

mechanisms with 3
sub-constructs
Decision-making
structure

Formative Our organisation has a Steering DMS1
Committee
Senior

at

Executive

Management

or

(Wu et al.
2015)

level

responsible for determining IT
development prioritisation
Our organisation has a Steering DMS2
Committee

composed

of

business and IT people focusing
on prioritising and managing IT
projects
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Constructs/sub-

Type

Items

Coding

References

constructs
CIO has a direct reporting line to DMS3
the CEO and/or COO

Our organisation has established FP1
a formal prioritisation process for

(Wu et al.
2015)

IT investments and projects in
which

business

and

IT

is

involved
Formal process

Formative Our organisation has established FP2
formal processes to define and
update IT strategies
Our organisation has established FP3
formal processes to govern and
manage IT projects

CIO is an active member of the CA1
Executive Committee

(Wu et al.
2015)

Our organisation has a Board of CA2
Directors Committee to ensure
Communication
approach

Formative

IT is a regular agenda item and
for reporting issue to the Board
CIO or a person in a similar role CA3
in our organisation can clearly
articulate a vision for IT’s role in
the organisation

154

Constructs/sub-

Type

Items

Coding

References

OE1

(Wu et al.

constructs
Operational
excellence with 1
sub-construct
Our

organisation

productivity

has

better

improvements

2015)

compared to other organisations
in the same industry
Our organisation has a better
Operational
Excellence

Reflective

OE2

timeline of customer service
compared to other organisations
in the same industry
Our organisation has a better

OE3

production cycle compared to
other organisations in the same
industry

Organisational

OP

performance with
two sub-constructs
Financial
performance

Reflective Our organisation’s return on FIP1
investment

(ROI)

is

better

(Wu et al.
2015)

compared to other organisations
in the same industry
Our organisation’s return on FIP2
equity (ROE) is better compared
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Constructs/sub-

Type

Items

Coding

References

constructs
to other organisations in the same
industry
Our organisation’s return on FIP3
equity (ROA) is better compared
to other organisation in the same
industry

Customers perceive the quality CP1

(Wu et al.

of our organisation’s products

2015)

and services as better than other
organisations

in

the

same

industry
Customer
performance

Reflective

Our organisation has higher CP2
customer satisfaction compared
to other organisations in the same
industry
Our organisation has better firm CP3
image

compared

to

other

organisation in the same industry

Service innovation

SI
New technology innovations are SI1

Service innovation

Reflective readily accepted and used in our

(Kortmann
2015)

organisation
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Constructs/sub-

Type

Items

Coding

References

constructs
Employees who resist innovation SI2
or perceive innovation as too
risky are the exception rather
than the rule
Employees are encouraged to SI3
actively seek innovative ideas
Innovation is readily accepted in SI4
program/project management
If new ideas do not work, our SI5
employees are not penalised
Management actively seeks and SI6
integrates innovative ideas

Top managers
a agers’
knowledge of IT

TM
In

our

organisation,

top

managers …
…recognise IT as a competitive TMK1

(Kearns &

weapon

Sabherwal

Reflective …recognise IT as a tool to TMK2
increase the productivity of

2006)

clerical employees
… recognise IT as a tool to TMK3
increase the productivity of
professionals
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Constructs/sub-

Type

Items

Coding

References

constructs
… are knowledgeable about the TMK4
organisation

IT

assets

and

opportunities
… are familiar with competitors’ TMK5
strategic use of IT
…recognise

the

strategic TMK6

potential of IT
…

believe

significantly

IT
to

contributes TMK7
the

firm’s

financial performance
…agree that IT projects may TMK8
have

important

intangible

benefits that should be funded

a agers’ Reflective Top
participation

in

business planning

managers

managers

and

regularly

middle TMPB1
attend

business meetings
Top

managers

(Kearns &
Sabherwal
2006)

and

middle TMPB2

managers participate in setting
business goals and strategies
Top

managers

and

middle TMPB3

managers are involved early in
meetings for major projects
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Constructs/sub-

Type

Items

Coding

References

A variety of top managers and TMPI1

(Kearns &

middle managers are actively

Sabherwal

involved in the process of IT

2006)

constructs

planning
The level of participation in IT TMPI2
planning by diverse interests of
the organisation is high
Top

managers

participation

in

strategic

IT

IT
Reflective

planning

planning

involves

an TMPI3

evaluation of future information
needs of top managers and
middle managers
A variety of top managers TMPI4
participate

in

setting

IT

objectives and strategies
Top

managers

and

middle TMPI5

managers from several areas are
involved in the selection of major
IT investments

Business-IT
strategic
alignment

Reflective

The IT plan aligns with the BITA1

(Kearns &

organisation’s mission, goals,

Sabherwal

objectives, and strategies

2006)

The IT plan contains quantified BITA2
goals and objectives
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Constructs/sub-

Type

Items

Coding

References

constructs
The IT plan contains detailed BITA3
action

plans/strategies

support

the

that

organisation’s

direction
Our

organisation

prioritises BITA4

major IT investments by the
expected impact on business
performance

IT Project

ITP
Our major IT projects…

QPP

… have realistic and achievable QPP1

(Kearns &
Sabherwal
2006)

resource estimates
…have realistic and achievable QPP2
scope estimates
Quality

of

IT

project planning

Reflective

…have realistic and effective QPP3
staffing plans
… have realistic and achievable QPP4
timelines
… have explicit communication QPP5
plans
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Constructs/sub-

Type

Items

Coding

References

constructs
We

have

often

experienced IPI1

(Kearns &

difficulty implementing major IT

Sabherwal

projects because of . . .

2006)

crises that distracted attention
away from implementation
…unclear
Implementation of
IT project

delineation

of IPI2

responsibilities and authorities
Reflective
…unclear statement of overall IPI3
goals
…implementation

requiring IPI4

more time than planned
…a

lack

of

communications

clear IPI5
among

participants

Top management

TMS

support
Top management champions IT TMS1

(Lin 2006)

projects in our organisation
Top management
support

management
Reflective Top
feedback
and

provides TMS2
guidance

throughout IT projects in our
organisation
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Constructs/sub-

Type

Items

Coding

References

constructs
Top management believes the TMS3
cost of any IT project is a longterm investment
Top

management

participates

all

actively TMS4

IT

projects

planning study
Top

management

supports TMS5

adequate resource allocation for
all IT project planning in our
organisation

Culture with four

OC

sub-constructs
Most people in our organisation CII1

(Denison

have input into the decisions that

& Mishra

affect them
Involvement index

1995)

Reflective
Cooperation and collaboration CII2
across

functional

roles

are

actively encouraged
There

is

a

high

level

of CCI1

agreement about the way that we
Consistency index

Reflective

do things in this organisation

(Denison
& Mishra
1995)

Our approach to doing business CCI2
is consistent and predictable
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Constructs/sub-

Type

Items

Coding

References

constructs
Customers'

comments

and CAI1

recommendations often lead to
Adaptability index Reflective

& Mishra

changes in this organisation
This

organisation

is

(Denison

1995)
very CAI2

responsive and changes easily

Mission index

Reflective

This organisation has a long-term CMI1

(Denison

purpose and direction

& Mishra
1995)

There is a shared vision of what

CMI2

this organisation will be like in
the future
Organisational

OS

structure with four
sub-constructs
We have written rules and OSNF1

(Nahm et

procedures

al. 2003)

that

show

how

workers can make suggestions
for changes
We have written rules and OSNF2
Nature
formalisation

of

Reflective

procedures that describe how
workers can make changes on
their job
We have written rules and OSNF3
procedures

that

show

how

workers can experiment with
their job
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Constructs/sub-

Type

Items

Coding

References

constructs
We have written rules and OSNF4
procedures that guide quality
improvement efforts
We have written rules and OSNF5
procedures that guide creative
problem solving

Tasks are done through cross- OSHI1

(Nahm et

functional teams

al. 2003)

Employees are trained to work in

OSHI 2

cross-functional teams
Employees are required to work OSHI 3
in cross-functional teams
Horizontal
integration

Managers are assigned to lead OSHI 4
Reflective

various cross-functional teams
The most important tasks are OSHI 5
carried out by cross-functional
teams
Each

department

organisation
information,

in

our OSHI 6

exchanges
technology

and

resources

164

Constructs/sub-

Type

Items

Coding

References

constructs
Our

organisation

management

has

layers

many OSH1

(Nahm et

(some

al. 2003)

exceeding six layers) from staff
at the basic level up to the CEO
(Reverse)
There are only a few layers in our OSH2
Hierarchy

Reflective organisation’s hierarchy
Our organisation is a lean OSH3
organisation
Our organisation has only a few OSH4
management layers from staff at
the basic level up to the CEO

Employees
significant

cannot
action

take OSD1
without

(Nahm et
al. 2003)

supervisors or middle managers’
approval (reverse)

Decentralisation

Reflective

Employees have the authority to OSD2
correct problems when they
occur
Work teams in our organisation OSD3
are empowered to have control
over their job
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Constructs/sub-

Type

Items

Coding

References

constructs
Supervisors or middle managers OSD4
are supportive of the decisions
made by work teams
Employees handle job-related OSD5
problems by themselves
Employees are encouraged to OSD6
make suggestions to change
current rules and procedures
We encourage employees to be OSD7
creative in dealing with problems
at work
Employees

are

involved

in OSD8

writing policies and procedures
Employees

are

involved

in OSD9

developing standard methods

Managers

are

always OSC1

communicating with each other

(Nahm et
al. 2003)

Communications among workers OSC2
Communication

Reflective are easily carried out
Strategic decisions are quickly OSC3
passed on to relevant work
groups
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Constructs/sub-

Type

Items

Coding

References

constructs
Communication

between OSC4

different levels in hierarchy is
easy
Employees can easily meet and OSC5
communicate

with

upper

management

6.7.1 Reflective measurement model assessment
6.7.1.1 Convergent validity
The internal consistency and reliability of the measurement model was assessed using
Cronbach’s alpha, DG-rho, and composite reliability. It is recommended that all constructs
exceed 0.70 for each of the assessment measures. Convergent validity was measured using the
average variance extracted (AVE), which must be at least 0.50 to indicate that the construct
explains more than half of the variance of its indicators (Hulland 1999; Hair Jr et al. 2016). All
constructs met the thresholds thus confirming the reliability and validity of the constructs as
presented in Table 6.6:
Table 6.6 Construct reliability and validity
Construct

Cronbach's
Alpha

DG
rho

- Composite Average Variance
Reliability Extracted (AVE)

Business-IT strategic alignment

0.932

0.935

0.952

0.831

Operational excellence

0.925

0.928

0.952

0.870

Organisational performance

0.933

0.934

0.947

0.749

Quality of IT project planning

0.939

0.940

0.954

0.805

Service innovation

0.902

0.906

0.932

0.773

Top management characteristics

0.959

0.962

0.963

0.591

Organisational characteristics

0.982

0.985

0.984

0.626
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6.7.1.2 Construct outer loadings test
The theoretical model consists of seven main constructs with 79 items, with the measurement
model assessment. Indicator (item) reliability was assessed based on the outer loadings of each
latent variable. Outer loadings should be at least 0.70 for an item to be retained. Results of the
PLS-SEM estimation using Smart-PLS 3.2.8 indicate loadings of all 79 items for the
measurement scale (see Table 6.7 and appendix 14).
Table 6.7 Outer loadings test

Items

Loading Items

Loading Items

Loading Items

Loading Items

Loading

BITA1

0.916

CCI2

0.894

OSD8

0.754

QPP1

0.836

TMK7

0.853

BITA2

0.930

CII1

0.739

OSD9

0.813

QPP2

0.891

TMK8

0.818

BITA3

0.915

CII2

0.878

OSH2

0.604

QPP3

0.902

TMPB1

0.891

BITA4

0.859

CMI1

0.863

OSH3

0.762

QPP4

0.914

TMPB2

0.932

OE1

0.907

CMI2

0.846

OSH4

0.636

QPP5

0.908

TMPB3

0.908

OE2

0.949

OSC1

0.667

OSHI1

0.788

SI1

0.828

TMPI1

0.892

OE3

0.945

OSC2

0.714

OSHI2

0.860

SI2

0.636

TMPI2

0.924

CP1

0.880

OSC3

0.790

OSHI3

0.712

SI3

0.877

TMPI3

0.845

CP2

0.877

OSC4

0.768

OSHI4

0.740

SI4

0.907

TMPI4

0.920

CP3

0.852

OSC5

0.784

OSHI5

0.804

SI6

0.856

TMPI5

0.882

FIP1

0.816

OSD2

0.684

OSHI6

0.813

TMK1

0.833

TMS1

0.774

FIP2

0.867

OSD3

0.706

OSNF1

0.776

TMK2

0.793

TMS2

0.860

FIP3

0.853

OSD4

0.737

OSNF2

0.783

TMK3

0.837

TMS3

0.852

CAI1

0.830

OSD5

0.689

OSNF3

0.765

TMK4

0.838

TMS4

0.878

CAI2

0.895

OSD6

0.717

OSNF4

0.805

TMK5

0.850
TMS5

0.866

CCI1

0.887

OSD7

0.809

OSNF5

0.829

TMK6

0.837
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6.7.1.3 Discriminant validity assessment
Discriminant validity (empirical uniqueness of a construct compared to other constructs in the
model) was assessed using two methods: cross-loadings analysis and Fornell-Larcker criterion.
Table 6.8 presents the cross-loadings results, showing all constructs are higher than the crossloading values to other constructs except IPI1, IPI2, IPI2, IPI3, IPI4, IPI5, OSC1, OSD1, OSH1,
and SI5. This is because they had outer loadings below the threshold value. All nine items that
were removed, without having affected the content validity of the constructs (Hulland 1999;
Chin 2010; Hair Jr et al. 2016).
Table 6.8 Cross loadings analysis
Items

BITA

OE

OP

OC

OS

QPP

SI

TMK

TMPB

TMPI

TMS

BITA1

0.916

0.674

0.721

0.745

0.705

0.783

0.690

0.657

0.684

0.775

0.636

BITA2

0.930

0.650

0.733

0.712

0.703

0.838

0.700

0.646

0.661

0.764

0.684

BITA3

0.915

0.584

0.652

0.669

0.641

0.774

0.634

0.612

0.619

0.708

0.652

BITA4

0.859

0.567

0.667

0.638

0.626

0.686

0.636

0.547

0.653

0.690

0.631

OE1

0.623 0.907

0.747

0.621

0.576

0.619

0.644

0.587

0.548

0.628

0.554

OE2

0.657 0.949

0.799

0.683

0.628

0.699

0.657

0.607

0.591

0.650

0.631

OE3

0.637 0.945

0.811

0.686

0.662

0.667

0.655

0.556

0.595

0.637

0.652

CP1

0.658

0.779 0.880

0.646

0.618

0.665

0.699

0.604

0.558

0.668

0.560

CP2

0.665

0.758 0.877

0.658

0.643

0.676

0.700

0.580

0.537

0.653

0.606

CP3

0.676

0.766 0.852

0.636

0.610

0.679

0.708

0.579

0.603

0.646

0.583

FIP1

0.580

0.642 0.816

0.591

0.607

0.587

0.579

0.454

0.469

0.568

0.499

FIP2

0.671

0.711 0.867

0.626

0.642

0.658

0.606

0.511

0.556

0.634

0.545

FIP3

0.688

0.671 0.853

0.652

0.711

0.671

0.618

0.535

0.584

0.648

0.577

CAI1

0.643

0.579

0.631 0.830

0.703

0.653

0.583

0.525

0.561

0.610

0.640

CAI2

0.674

0.617

0.664 0.895

0.785

0.697

0.667

0.601

0.562

0.614

0.680

CCI1

0.650

0.643

0.655 0.887

0.733

0.705

0.589

0.550

0.517

0.585

0.649

CCI2

0.674

0.608

0.667 0.894

0.740

0.710

0.598

0.537

0.497

0.584

0.592

CII1

0.487

0.553

0.488 0.739

0.599

0.516

0.516

0.453

0.402

0.451

0.499
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CII2

0.649

0.619

0.631 0.878

0.770

0.667

0.619

0.520

0.505

0.595

0.642

CMI1

0.706

0.636

0.656 0.863

0.745

0.754

0.620

0.579

0.574

0.617

0.650

CMI2

0.713

0.611

0.652 0.846

0.769

0.716

0.583

0.533

0.580

0.667

0.668

OSC1

0.494

0.400

0.483

0.567 0.667

0.478

0.486

0.476

0.561

0.528

0.519

OSC2

0.509

0.447

0.502

0.612 0.714

0.506

0.502

0.447

0.447

0.449

0.506

OSC3

0.590

0.500

0.583

0.721 0.790

0.626

0.546

0.493

0.573

0.586

0.562

OSC4

0.559

0.461

0.534

0.646 0.768

0.563

0.513

0.462

0.531

0.485

0.527

OSC5

0.557

0.486

0.566

0.690 0.784

0.601

0.581

0.425

0.510

0.480

0.552

OSD2

0.449

0.456

0.480

0.565 0.684

0.486

0.502

0.383

0.393

0.412

0.409

OSD3

0.495

0.440

0.454

0.624 0.706

0.504

0.508

0.423

0.459

0.439

0.512

OSD4

0.500

0.450

0.451

0.612 0.737

0.506

0.509

0.488

0.536

0.477

0.592

OSD5

0.482

0.430

0.488

0.551 0.689

0.536

0.479

0.406

0.448

0.418

0.407

OSD6

0.558

0.388

0.439

0.628 0.717

0.549

0.544

0.442

0.442

0.431

0.491

OSD7

0.614

0.437

0.544

0.675 0.809

0.626

0.589

0.516

0.490

0.528

0.529

OSD8

0.496

0.461

0.518

0.671 0.754

0.555

0.574

0.415

0.451

0.475

0.431

OSD9

0.583

0.522

0.604

0.700 0.813

0.595

0.593

0.484

0.542

0.572

0.526

OSH1

0.127

0.136

0.074

0.200 0.246

0.127

0.151

0.228

0.185

0.196

0.090

OSH2

0.462

0.400

0.484

0.518 0.604

0.468

0.435

0.330

0.359

0.399

0.452

OSH3

0.583

0.569

0.615

0.701 0.762

0.637

0.553

0.461

0.531

0.589

0.589

OSH4

0.432

0.488

0.561

0.513 0.636

0.511

0.503

0.380

0.377

0.423

0.480

OSHI1

0.645

0.610

0.632

0.681 0.788

0.694

0.574

0.516

0.647

0.646

0.577

OSHI2

0.613

0.579

0.639

0.705 0.860

0.680

0.590

0.559

0.543

0.643

0.623

OSHI3

0.605

0.510

0.602

0.613 0.712

0.641

0.507

0.414

0.492

0.644

0.573

OSHI4

0.674

0.559

0.643

0.579 0.740

0.644

0.574

0.493

0.582

0.708

0.585

OSHI5

0.687

0.607

0.675

0.675 0.804

0.694

0.606

0.576

0.611

0.694

0.632

OSHI6

0.589

0.560

0.609

0.689 0.813

0.622

0.594

0.510

0.573

0.678

0.593

OSNF1

0.553

0.564

0.570

0.718 0.776

0.573

0.572

0.527

0.481

0.524

0.550
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OSNF2

0.520

0.486

0.536

0.665 0.783

0.541

0.523

0.460

0.426

0.491

0.519

OSNF3

0.545

0.539

0.562

0.642 0.765

0.543

0.540

0.534

0.451

0.514

0.552

OSNF4

0.603

0.596

0.665

0.715 0.805

0.641

0.595

0.513

0.492

0.595

0.647

OSNF5

0.562

0.541

0.632

0.716 0.829

0.609

0.579

0.490

0.448

0.573

0.608

QPP1

0.801

0.663

0.673

0.731

0.703 0.836

0.644

0.631

0.628

0.670

0.616

QPP2

0.733

0.567

0.618

0.630

0.623 0.891

0.623

0.578

0.564

0.627

0.602

QPP3

0.726

0.609

0.666

0.724

0.675 0.902

0.661

0.565

0.549

0.684

0.627

QPP4

0.766

0.673

0.728

0.739

0.714 0.914

0.672

0.595

0.599

0.698

0.666

QPP5

0.801

0.663

0.673

0.731

0.703 0.908

0.669

0.601

0.615

0.711

0.718

SI1

0.589

0.598

0.628

0.577

0.577

0.586 0.828

0.557

0.498

0.592

0.509

SI2

0.430

0.458

0.519

0.356

0.437

0.426 0.636

0.389

0.489

0.505

0.436

SI3

0.642

0.625

0.672

0.606

0.591

0.628 0.877

0.618

0.537

0.585

0.541

SI4

0.641

0.590

0.638

0.606

0.634

0.650 0.907

0.610

0.554

0.620

0.550

SI6

0.694

0.602

0.676

0.685

0.707

0.704 0.856

0.623

0.583

0.648

0.579

TMK1

0.593

0.553

0.523

0.526

0.537

0.532

0.586 0.833

0.602

0.604

0.579

TMK2

0.454

0.428

0.398

0.411

0.396

0.431

0.485 0.793

0.447

0.442

0.455

TMK3

0.546

0.503

0.490

0.510

0.503

0.534

0.552 0.837

0.543

0.509

0.565

TMK4

0.626

0.554

0.590

0.592

0.614

0.645

0.613 0.838

0.573

0.592

0.612

TMK5

0.605

0.586

0.608

0.551

0.539

0.587

0.622 0.850

0.581

0.572

0.546

TMK6

0.560

0.540

0.551

0.531

0.522

0.573

0.606 0.837

0.574

0.530

0.523

TMK7

0.561

0.490

0.514

0.521

0.504

0.580

0.519 0.853

0.531

0.527

0.566

TMK8

0.566

0.484

0.528

0.528

0.506

0.535

0.570 0.818

0.563

0.601

0.547

TMPB1

0.610

0.533

0.550

0.531

0.585

0.545

0.591

0.602

0.891

0.687

0.538

TMPB2

0.653

0.521

0.572

0.526

0.576

0.609

0.576

0.623

0.932

0.709

0.567

TMPB3

0.704

0.631

0.632

0.621

0.645

0.654

0.591

0.595

0.908

0.720

0.629

TMPI1

0.768

0.677

0.697

0.652

0.652

0.735

0.662

0.642

0.733

0.892

0.670

TMPI2

0.756

0.618

0.690

0.638

0.665

0.710

0.669

0.594

0.740

0.924

0.651
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TMPI3

0.666

0.538

0.617

0.575

0.555

0.587

0.582

0.548

0.629

0.845

0.583

TMPI4

0.707

0.594

0.632

0.600

0.649

0.685

0.622

0.579

0.672

0.920

0.640

TMPI5

0.719

0.615

0.674

0.627

0.671

0.679

0.655

0.584

0.680

0.882

0.596

TMS1

0.521

0.506

0.479

0.541

0.527

0.515

0.474

0.537

0.458

0.480

0.774

TMS2

0.653

0.594

0.569

0.602

0.594

0.619

0.533

0.557

0.591

0.658

0.860

TMS3

0.586

0.580

0.557

0.650

0.600

0.599

0.518

0.576

0.533

0.581

0.852

TMS4

0.627

0.536

0.572

0.644

0.646

0.664

0.535

0.545

0.529

0.640

0.878

TMS5

0.643

0.563

0.592

0.674

0.661

0.668

0.624

0.593

0.575

0.607

0.866

The Fornell-Larcker presented in Table 6.9 shows the results of the discriminant validity
measurement to compare the root square of the constructs AVE extracted with its correlations
with all other constructs in the model. The AVE should be higher than its correlation with any
other construct as recommended by Fornell and Larcker (1981), and Chin (1998).
Table 6.9 Fornell-Larcker criterion
Fornell-Larcker BITA
Criterion
BITA

OE

OP

OC

OS

0.685 0.934

OP

0.766 0.842 0.858

OC

0.764 0.711 0.741 0.855

OS

0.740 0.667 0.745 0.857 0.742

SI

SI

TMK TMPB TMPI TMS

0.905

OE

QPP

QPP

0.853 0.710 0.766 0.797 0.774 0.891
0.735 0.698 0.761 0.699 0.722 0.735 0.826

TMK

0.681 0.625 0.636 0.630 0.624 0.668 0.687 0.833

TMPB

0.722 0.619 0.644 0.617 0.663 0.665 0.643 0.666 0.910

TMPI

0.812 0.683 0.743 0.694 0.716 0.763 0.716 0.661 0.775 0.893

TMS

0.719 0.657 0.656 0.736 0.717 0.727 0.636 0.663 0.637 0.705 0.847
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6.7.2 Assessment of the formative instruments
Evaluation of the formative indicators’ collinearity was undertaken using the variance inflation
factor (VIF) (Hair Jr et al. 2016). VIF values of 5 or higher lead to critical collinearity problems
between modularly measured structural indices. However, collinearity issues can also occur at
VIF values lower than 3 ( Mason & Perreault Jr 1991; Becker et al. 2015; Hair Jr et al. 2016).
Consequently, construct collinearity was assessed by calculating VIF inner values for the
formative measurements (IT governance mechanisms). Only one item (DMS3) was removed
from the model because the VIF test shows it had a value below 2 (Hair et al. 2011; Hair Jr et
al. 2016). All other items retained for the formative construct passed the multicollinearity test
(see Table 6.10).

Table 6.10 Collinearity measurement
Items

Outer weight value

VIF

DMS1

0.129

2.843

DMS2

0.074

2.922

DMS3

-0.026

1.938

FP1

0.293

2.546

FP2

0.199

3.238

FP3

0.146

2.461

CA1

0.115

2.234

CA2

0.110

2.454

CA3

0.204

2.165
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6.8 Structural Model Assessment
The second step in evaluating the formative measurement model included analysing the
measurement items and presenting the relative contribution of each item of the construct (IT
governance mechanisms) and explaining its importance. This study generated Bootstrapping
results from 5000 subsamples and a significance level (p-value) of 0.05 was used to assess the
formative indicators (Chin, Wynne W 1998; Sarstedt, M et al. 2016; Hair Jr et al. 2017) . Table
6.11 shows the relative contribution of each item to the formation of the construct (IT
governance mechanisms) and reports their significance. Only two items were assessed as
significant in the formation of the formative construct: CA3 and FP1. FP1 contributes more
than CA3.

Table 6.11 Indicator weights of the formative constructs (IT governance mechanisms) and their
significance
Indicator

Indicator

weights

weights

(Original)

(Bootstrapped)

CA2 -> IT Governance Mechanisms

0.110

CA3 -> IT Governance Mechanisms

T Statistics

P

(O/STDEV)

Values

0.120

1.123

0.262

0.204

0.193

2.378

0.018

FP1 -> IT Governance Mechanisms

0.293

0.289

2.987

0.003

FP2 -> IT Governance Mechanisms

0.199

0.194

1.894

0.059

FP3 -> IT Governance Mechanisms

0.146

0.146

1.504

0.133

0.129

0.126

1.382

0.168

0.074

0.065

0.827

0.409

Relationships

DMS1

->

IT

Governance

IT

Governance

Mechanisms
DMS2

->

Mechanisms

CA:) Communication approach( , FP (Formal process), DMS (Decision-making structure)
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Bootstrapping was used to test the significance of the structural paths using p-values. For
statistical significance, p-values must be less than 0.05 (Hair Jr et al. 2016). Five thousand
(5000) subsamples were used and a 0.05 significance level. A two-tailed and bias-corrected and
accelerated (BCa) bootstrap confidence interval method was applied. The analysis shows that
all structural relationships are statistically significant (see Table 6.12).
The presence of two moderation variables are indicated: top management characteristics and
organisational characteristics. To calculate the moderating effects, the product indicator
approach was applied which involves using all possible pair combinations of the latent predictor
indicators and the latent moderator variable. These product terms serve as indicators of the
interaction term in the structural model. The moderation effects tested were not significant.
Based on these results, it was observed that hypotheses, H1 to H6 are supported, whereas
hypothesis H7 is not supported.

Table 6.12 Structural model relationships
T/
Statistics

P-Value

Supported

2.875

0.004**

Yes

2.165

0.031

Yes

H2b:TM Participation in Business
Planning -> Business IT Strategic 0.103
Alignment

1.628

0.104

No

H3a:TM Participation in Strategic IT
Planning Moderating -> IT governance
-0.020
mechanisms and Business-IT strategic
alignment

0.255

0.799

No

H3b:TM Participation in Strategic IT
Planning -> Business IT Strategic 0.330
Alignment

3.768

0.000***

Yes

Hypotheses:

Path
Coefficient

1.

H1:IT Governance -> Business IT
0.231
Strategic Alignment

2.

H2a: TM Participation in Business
Planning Moderating -> between IT
governance mechanisms and Business- 0.134
IT strategic alignment.

3.

4.

5.
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6.

H4a:TM Support Moderating -> IT
governance mechanisms and Business- -0.099
IT strategic alignment.

1.580

0.115

No

7.

H4b:TM Support ->
Strategic Alignment

2.309

0.021**

Yes

8.

H5a: TM Knowledge Moderating -> IT
governance mechanisms and Business- -0.014
IT strategic alignment.

0.187

0.852

No

H5b:TM Knowledge -> Business IT
0.150
Strategic Alignment

2.449

0.015**

Yes

10. H6: Business IT Strategic Alignment ->
0.541
Quality of IT Project Planning

8.613

0.000***

Yes

11. H7a:
Organisational
Structure
Moderating -> Business-IT strategic
0.102
alignment and the quality of IT project
planning.

1.138

0.256

No

12. H7b: Organisational Structure
Quality of IT Project Planning

2.104

0.036

Yes

13. H8a: Organisational Culture Moderating
-> Business-IT strategic alignment and -0.075
the quality of IT project planning.

0.791

0.430

No

14. H8b: Organisational Culture -> Quality
0.226
of IT Project Planning

2.524

0.012**

Yes

15. H9: Quality of IT Project Planning ->
0.766
Org Performance

23.168

0.000***

Yes

16. H10: Quality of IT Project Planning ->
0.735
Service innovation

21.139

0.000***

Yes

17. H11: Quality of IT Project Planning ->
0.710
Operational Excellence

17.909

0.000***

Yes

9.

Business

IT

->

0.158

0.183

SEM recommendations indicate that the coefficient of determination R2 is substantial (0.75),
moderate (0.50), and weak (0.25) (Sarstedt et al. 2016). This coefficient enables us to determine
the predictive ability of the structural model. Table 6.13 presents the R2 values of all dependent
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variables in the structural model. It was observed that the model moderately explained the
variance in each dependent variable. Figure 6.8 presents the final structural model without
moderation variables. However, in social and behavioural sciences, R2 = 2% is classified with
a small effect, R2 = 13% as a median effect, and R2 = 26% as a large effect (Hulland 1999; Hair
Jr et al. 2016).

Table 6.13 Coefficient of determinant R-Squared
R2

R2 adjusted

Business-IT strategic alignment

0.757

0.745

Operational excellence

0.504

0.502

Organisational performance

0.587

0.585

Quality of IT project planning

0.787

0.782

Service innovation

0.541

0.538

Latent variable

Note: statistically significant ***P < 0.001,**P < 0.01,*P < 0.05

Figure 6.8 Final structural model with path coefficients and R-squared values
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6.9 Summary and Conclusion
This chapter presented the results of the analysis of the quantitative data collected via a
questionnaire launched the Qualtrix platform. The descriptive results were presented followed
by the SEM analysis. The discussion of the results drew attention to the participant demographic
characteristics of interest for their influence IT governance and IT project planning in the
selected public-sector organisations in Saudi Arabia. This chapter also included in the
discussion of the SEM analysis was an overview of the PLS-SEM analysis technique data
coding and examination process, and an assessment of the formative instruments. This was used
to frame a discussion of the results of the structural model assessment and the tested hypotheses.
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DISCUSSION
7.1 Introduction
This study was motivated by the perceived need to better understand the determinants of business
value related to IT projects in public sector organisations in Saudi Arabia. Focus was placed
specifically on understanding the determinants of business value from a Business-IT strategic
alignment perspective. This approach was adopted for two reasons: claims in the literature (Kearns
& Sabherwal 2006; Luftman, Lyytinen & Zvi 2017; Preston 2014; Tallon & Pinsonneault 2011;
Wu et al. 2015) that Top Management in organisations is giving increasing priority to such
alignment to optimise IT project outcomes; and the growing research evidence to demonstrate a
correlation between improvements in Business-IT alignment and improved business (Aversano et
al. 2012; 2010).
Including both reflective and formative indicators (see Results chapter, 5), the theoretical model
applied in this study seeks to explain business value in terms of organisational performance, service
innovation, and operational excellence. Specifically, the model includes two exogenous
(independent) variables: top management characteristics including participation in business
planning (H2a/b), participation in strategic IT planning (H3a/b), knowledge of IT (H5a/b), and
support for IT project implementation (H4a/b); and IT governance mechanisms (relevant to the
formative indicators). It also includes five endogenous (dependent) variables: business-IT strategic
alignment (H6), quality of IT project planning, organizational performance (H9), service
innovation (H10), and operational excellence (H11). Moreover, there is one moderating variable:
organisational characteristics including organisational structure (H7a/b) and organisational culture
(H8a/b) used to test the moderation effect between business-IT alignment and quality of IT project
planning. The moderating effect of TM characteristics on the relationship between IT governance
mechanisms and business-IT strategic alignment was also tested (H1).
7.2 Quantitative Inferences
Quantitative data were collected via survey of 198 participants (86% male) working across 148
public sector organisations in Saudi Arabia. Data analysis was performed on the collected data to
test 11 hypotheses (17 in total including sub-hypotheses) formulated in this study to answer the
four identified research questions.
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7.2.1 IT governance mechanisms (H1)
Research question 1 (RQ1) in this study seeks to explain the impact of IT governance mechanisms
on Business-IT strategic alignment in the context of IT projects. In H1 of this study it was asserted
that IT governance mechanisms have a positive significant impact on Business-IT strategic
alignment. This hypothesis was supported (path coefficient = 0.231; p = 0.004). This result
suggests that IT governance mechanisms in the participating organisations improves their
Business-IT strategic alignment. This finding is consistent with findings reported in previous
studies (De Haes & Van Grembergen 2009; Schlosser et al. 2015). It is generally acknowledged
in the literature that IT governance mechanisms have a potentially significant role as a driver of
operational success and as a pathway to achieve competitive advantage (Levstek et al. 2018).
This is primarily because it comprises the actions of Executive in the organisation to formulate
and implement an IT strategy that creates harmonisation of the business and IT objectives
(Schlosser et al. 2015). Thus, it plays a key role in how the decision-makers allocate resources
and exercise authority around business activities and IT functions (Grembergen & Haes 2018).
Given the role of organisation leaders in allocating resources and exercising decision making
authority about organisational projects, it is worthwhile to briefly consider this results from the
RBV theoretical perspective. Governance mechanisms are categorised as an organisational
resource and are broadly considered as integral to the organisation’s efforts to add value to its
operations and outputs and achieve a competitive advantage (Kearns & Lederer 2003). The result
in this study is that IT governance mechanisms in the participating organisations played a positive
role in improving Business-IT strategic alignment. In turn, it supports the claim in resource-based
theory that the decisions and actions of the governance team in an organisation, including how
unique resources are obtained and deployed, are pivotal in shaping operational outputs and
performance improvements (James & Joseph 2015).
7.2.2 TM characteristics
Research question 2 (RQ2) in this study focuses on the effects of TM characteristics on BusinessIT strategic alignment and IT governance mechanisms in relation to IT projects. The TM
characteristics of focus include TM participation in business planning, TM participation in
strategic IT planning, TM knowledge of IT, and level of TM support for IT. In the context of
change in Saudi Arabia and the nation’s transition towards greater e-Government services, TM
support along with addressing privacy and security concerns and resistance to change are
identified as the critical factors for success (Al-shehry 2009).
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7.2.2.1 TM participation in strategic business planning (H2a/b)
This study argued that TM participation in business planning has: a moderating effect on the
relationship between IT governance mechanisms and Business-IT strategic alignment (H2a); and
a positive significant impact on Business-IT strategic alignment (H2b). The results show H2a was
supported (path coefficient = 0.134; p = 0.031) which is consistent with previous research
showing TM participation in business planning as an enabler of both IT process alignment and
process flexibility (Bi, Davison & Smyrnios 2019). However, H2b was not supported (path
coefficient = 0.103; p = 0.104), suggesting TM participation in business planning did not have a
significant positive effect on Business-IT strategic alignment. This is contrary to common claims
in the literature (e.g. Chao & Chandra 2012) that the participation of TM in business planning via
information sharing and the creation of new knowledge is associated with benefits to businessIT strategic alignment.
7.2.2.2 TM participation in strategic IT planning (H3a/b)
Hypothesis 3 and its two components target TM participation in strategic IT planning.
Participation in this context includes a wide range of activities including strategic planning and
reviewing plans, liaising with the CIO, following up on results, facilitating resources, and
addressing implementation problems (Garg & Agarwal 2014; Leyh 2016). H3a argued that TM
participation in IT strategic planning has a moderating effect on the relationship between IT
governance mechanisms and Business-IT strategic alignment. Then, H3b argued that TM
participation in IT strategic planning has a positive significant impact on Business-IT strategic
alignment. The analysis results show H3a was not supported (path coefficient = -0.020; p = 0.799)
suggesting TM participation in strategic planning does not influence the relationship between IT
governance mechanisms and Business-IT strategic alignment in the participating organisations.
Conversely, H3b was supported in this study (path coefficient = 0.330; p = 0.000), which is
consistent with previous research showing TM participation in strategic planning promotes
greater awareness among managers of the need to define IT objectives and strategy and their
alignment with the business strategy to increase organisational performance (Kamariotou &
Kitsios 2019), It is widely acknowledged that TM participation in strategic planning is a core
component of management’s broader concern with Business-IT strategic alignment in the
organisation (Gerow et al. 2014; Kappelman et al. 2013). This is primarily because the level of
participation is directly correlated to the extent to which TM has influence over the project’s
processes and outcomes (Hornstein 2015).
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The result that TM participation in strategic planning positively impact Business-IT strategic
alignment in the participating organisations supports the claim in RBV theory that organisation
leaders play an integral role in achieving performance improvements through their access to and
allocation of resources (Kearns & Lederer 2003). The result reported in this section reflects the
principle in RBV that strategic planning in an organisation is tied to the exploitation of
organisational resources and capabilities according to external opportunities (Namada 2020). In
this case, the ‘value’ of top management as an organisational resource is being demonstrated in
the role it plays to plan for and implement strategies that improve organisational efficiency and
effectiveness; namely, alignment between the organisations’ business and IT strategies.
7.2.2.3 TM support (H4a/b)
This study argued that TM support has a moderating effect on the relationship between IT
governance mechanisms and Business-IT strategic alignment (H4a). Moreover, TM support has
a positive significant impact on Business-IT strategic alignment (H4b). H4a was not supported
(path coefficient = -0.099; p = 0.115), whereas H4b was supported (path coefficient = 0.158; p =
0.021). The empirical support for H4b adds support to the view expressed in the literature that
TM has a key role in facilitating stakeholders across different departments and functions in the
organisation to participate in strategic planning and decision making (Ohlsson et al. 2016). As
argued by Ohlsson et al. (2016, p. 5123), only TM in the organisation has the power to “ensure
organizational wide participation and interaction” in planning and decision making.
7.2.2.4 TM knowledge of IT (H5a/b)
It was hypothesised in this study that TM knowledge of IT has: a moderating effect on the
relationship between IT governance mechanisms and Business-IT strategic alignment (H5a), and
a positive significant impact on Business-IT strategic alignment (H5b). H5a was not supported
(path coefficient = -0.014; p = 0.852), whereas H5b was supported (path coefficient = 0.150; p =
0.015). The empirical support for H5b in this study gives further credence to the view that TM
knowledge of IT is a key knowledge-based capability and integral element of Business-IT
strategic alignment. In turn, it reflects previous research findings from Chao and Chandra (2012)
that when TMs actively seek out ways to improve their knowledge of IT they can better integrate
IT use into organisational-level business planning and more effectively examine their business
strategy and IT use to identify and correct misalignments.
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7.2.3 Business-IT strategic alignment and its relation to IT project planning quality
Research question 3 (RQ3) in this study is focused on exploring the impact of Business-IT
strategic alignment on the quality of IT project planning and for moderating the impact of
organisational characteristics on this relationship. Alignment activities are those Business-IT
related behaviours by Managers that facilitate and promote “the coordination and ‘harmonization’
of activities across the business and the IT domains in ways that add business value” (Luftman et
al. 2017, p. 2). This thesis has previously established that Business-IT strategic alignment is
constructed around multiple aspects of the organisation’s operations. These include, but are not
limited to, communication activities, IT governance activities, and the assessment and application
of new technologies to drive performance improvement.
7.2.3.1 Impact of business-IT strategic alignment on IT project planning quality (H6)
This study hypothesised that Business-IT strategic alignment has a positive significant
impact on the quality of IT project planning (H6). IT project planning refers to the procedures,
processes, and activities that are implemented to define the policies, responsibilities, and tasks
related to IT projects. Support for H6 was revealed in this study (path coefficient = 0.541; p =
0.000). The coefficient of determination R2 value is 0.754, which indicates a substantial
predictive accuracy. This reflect previous research findings that Business-IT Alignment has a
positive relationship with organisational performance including more “effective communication,
IT operational and implementation success and planning sophistication” (Charoensuk,
Wongsurawat & Khang 2014, p. 123). This further suggests that Business-IT strategic alignment
has the potential to assist organisations in their planning to maximise their returns on IT
investment, identify the value of IT to the organisation, and improve IT usage (Charoensuk et al.
2014).
7.2.4 Moderating effect of organisational characteristics
Although research evidence suggests a positive relationship between Business-IT strategy
alignment and organisational performance, the exact nature of this relationship remains limited
“due to the complexity of contingent factors” (Yayla & Hu 2012, p. 373). Among these contingent
factors are organisational characteristics such as the structure of the organisation, the culture
within the organisation, and the internal methods of communication. As Luftman (2018) explains,
certain organisational characteristics “have a positive impact on IT-business alignment” (p.1)
where they support more effective communications and partnerships within the organisations
around the formalisation of the IT strategy and IT scope, and the development of IT skills.
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7.2.4.1 Organisational structure and the quality of IT project planning (H7a/b)
Two assertions are embedded in H7a and H7b in this study: that organisational structure
moderates the relationship between Business-IT strategic alignment and the quality of IT project
planning (H7a); and that organisational structure has a positive significant impact on the quality
of IT project planning (H7b). It was subsequently reported that H7a was not supported (path
coefficient = 0.102; p = 0.256), whereas H7b was supported (path coefficient = 0.183; p = 0.036).
The lack of empirical support H7a is contrary to findings reported in previous research.
Chatzoglou et al. (2011) for instance, found a positive relationship between organisational
structure, IT, and strategic orientation. Moreover, consistent with the support for H7b in this
study, Chatzoglou et al. (2011) reported organisational structure had a positive and significant
impact quality-oriented organisational performance outcomes.
7.4.2.2 Organisational culture and the quality of IT project planning (H8a/b)
In this study, H8a argued organisational culture moderates the relationship between Business-IT
strategic alignment and the quality of IT project planning, whereas H8b argued that organisational
culture has a positive significant impact on quality of the IT project planning. H8a was not
supported (path coefficient = -0.075; p = 0.430), which is contrary to previous research findings
by Ilmudeen et al. (2019) who reported a positive and significant relationship between
organisational culture and IT strategic alignment. H8b was supported in this study (path
coefficient = 0.226; p = 0.012) reflecting Ilmudeen et al.’s (2019) finding that organisational
culture had a positive and significant impact on quality-oriented organisational performance
outcomes.
7.2.5. Impact of IT project planning quality on IT project outcomes
RQ4 in this study concerns the impact of IT project planning quality on three IT project
outcomes of interest: organisational performance, service innovation, and operational excellence.
The foundational objective of project planning is “to guide project execution” (Schwalbe 2020,
p. 98). As such, “effective project planning integrates required activities into the busy schedule
of everyday work” (Duffy 2016, p. 154). The quality of the planning process is typically assessed
in relation to how well the project performance expectations are defined, the clarity and feasibility
of the project goals to achieve the desired outcomes, and the extent to which the executing
processes support the achievement of the desired outcomes “in a predictable and sustainable
fashion” (Duffy 2016, p. 154). These results revealed an interesting finding of this study which
showed that the organizational performance, performance, Service innovation and operational
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excellence was improving with very good strategic alignment between IT and business in the
context of IT projects with high Wight (.0.766, 0.735 and. 0.710 respectively). The coefficient of
determination R2 value of 0.782, which indicates Substantial predictive accuracy.
7.2.5.1 Quality of IT project planning and organisational performance (H9)
Hypotheses 9 in this study asserted that the quality of IT project planning has a positive
significant impact on organisational performance. This assertion was supported (path coefficient
= 0.766; p = 0.000). The coefficient of determination R2 value of 0. 585, which indicates moderate
predictive accuracy. and is similar to findings reported in previous studies (Ali et al. 2020;
Kallunki et al. 2011). This adds support to the view that the capacity of projects to deliver
favourable outcomes (e.g. competitiveness, productivity dividends) in public and private sector
organisations alike is correlated to the skill levels of Project Managers and project team members
(Schwalbe 2020).
7.2.5.2. Quality of IT project planning and service innovation (H10)
The hypotheses formulated in this study was that the quality of IT project planning has a positive
significant impact on service innovation (H10). The coefficient of determination R2 value of
0.538 which indicates moderate predictive accuracy. The empirical evidence revealed in this
study supported this assertion (path coefficient = 0.735; p = 0.000) and is consistent with findings
reported in previous studies (Kim & Chung 2017).
7.2.5.3 Quality of IT project planning and operational excellence (H11)
Hypotheses 11 in this study argued that the quality of IT project planning has a positive significant
impact on operational excellence. H11 was supported (path coefficient = 0.710; p = 0.000), The
coefficient of determination R2 value of 0. 502, which indicates moderate predictive accuracy.
Demonstrating alignment with findings reported in previous research (e.g. Sartal & Vázquez
2017) that IT planning and implementation can have a mediating role in the relationship between
operational excellence and business performance. Indeed, it is broadly acknowledged that the
continually evolving complexity of IT projects and their importance to the creation of products
and services, the quality of IT project planning is increasingly dependent on the project planners’
abilities to manage effectively the “trade-offs between scope, time, and cost goals of the project”
(Schwalbe 2020).
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7.3 Qualitative Inferences
7.3.1 IT governance mechanisms
In terms of the impact of IT governance mechanisms on Business-IT strategic alignment (RQ1),
the qualitative data analysis results indicated that the main IT governance mechanisms being
implemented across the Saudi public sector organisations included Executive Committees, IT
Project Steering Committees, and Budget Committees. Notably, the study participants
acknowledged the potential of these governance mechanisms to positively or negatively impact
IT project outcomes. This understanding of IT governance mechanisms reflects the findings of
previous research suggesting the mediating effect of IT governance mechanisms on the alignment
of strategies within the organisation and organisational performance more broadly (Wu et al.
2015). In particular, research evidence suggests three IT governance mechanisms particularly: IT
Steering Committees, Senior Management involvement in IT, and corporate performance
measurement systems, are positively related to effective IT governance (Ferguson et al. 2013).
In terms of the impact of decision-making committees on Business-IT strategic alignment in IT
projects specifically, the results from the qualitative data analysis found that the IT Project
Steering Committees particularly played an important role in establishing the tone of the
business-IT relationships, its alignment, and the areas to be given prioritisation. This finding is
not surprising given the complexity, uncertainty, and high stakes nature of some IT projects.
Given the presence of contingencies and risks throughout an IT project’s evolution, Steering
Committees (SC), with effective Senior Executive leadership and oversight can play a central
role in supporting alignment “through focused understanding of the key logic and drivers of the
project” (Loch, Mähring & Sommer 2017, p. 45).
7.3.2 TM characteristics
Regarding the effects of TM characteristics on Business-IT strategic alignment and IT
governance mechanisms in relation to IT projects (RQ2), the participants were asked during
interview to comments on the participation of TM in their organisation to ensure the efficiency
and effectiveness of strategy implementation. Aspects of TM participation for focus included
business planning, strategic planning, support provision and knowledge of IT.
7.3.2.1 TM participation in strategic business planning
The participant interviews revealed that TM overall is not highly involved in business planning
in the Saudi public sector organisations. According to the respondents, this is often because only
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managers who have a strong relationship with the Executives were invited to attend the meetings.
In addition, some participants indicated that the decisions around business strategy are made
suddenly and often only at the Executive level.
7.3.2.2.TM participation in strategic IT planning
Several participants in this study acknowledged that the IT strategy and objectives are a part of
the organisation's strategy, and that they must be aligned to the business strategy to translate the
goals into successful projects. However, the participation of TM in strategic planning in the public
sector organisations was viewed by these participants in both positive and negative ways. That
is, the level of participation in IT planning by TM in the organisations was below what they
expected. Fourteen participants made it clear that they had never participated in IT planning.
Conversely, the participants also generally agreed that the contributions of TM in strategic IT
planning helped the organisation to achieve its goals of the organisation and achieving agreement
on projects in terms of processes and outcomes.
This reflects the assertions in the broader literature that organisational structures and planning
processes – along with the outcomes of the processes – are what ultimately ‘produce’ the
Business-IT strategic alignment (Bradley et al. 2012). As reported by Turel, Liu and Bart (2017)
in their study of board-level approaches to IT governance, a supportive approach to participation
in IT strategic planning can positively moderate Business-IT strategic alignment. Therefore, TMs
who actively participate in strategic IT planning are more likely to understand IT as a strategic
resource to deliver business value (Štemberger, Manfreda & Kovačič 2011).
7.3.2.3.TM support
Given the traditionally hierarchical structure of Saudi public sector organisations, TM support for
IT projects and the implications for the alignment between Business-IT strategies is an important
consideration as a determinant of the business value of IT projects. The general findings to
emerge from the qualitative data provide further insight the nature of the impact of TM support
on Business-IT strategic alignment. It was revealed that IT projects in the public sector
organisations were generally well supported by TM and that such support facilitates the progress
of the project. The type of support described included material, moral, and financial elements,
with the general indication from participants being that decision making was fundamentally a top
down process with different stakeholders becoming involved at different stages of the project
implementation. While it was not always considered to be fully satisfactory by the participating
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employees, they nonetheless viewed it as helping to achieving organisational goals and better
than it has been in the past.
The implications of this support as a determinant of the business value of IT projects is clearly
evidenced given the role of TM in approving funding, establishing priorities, and determining
rewards for accomplishments (AlSudiri 2014). Notably, it emerged that one of the main reasons
for this level of support was the appointment of new competent leaders in these organisations
who were aware of the importance of IT and who had experience in implementing IT initiatives.
In turn, the increasing level of support now being afforded IT projects by TM in public sector
organisations and the link between the level of support and the attributes of top managers is
reflected in previous research. Fayaz et al. (2017) for instance found that the qualities and
attributes of top managers played a significant role in the provision of support for access
necessary resources for IT projects as well as for establishing and maintaining effective lines of
communication.
However, while support from TM was generally adequate across most public sector organisations
in this study, this was not the case for all organisations. It emerged that some Top Managers and
Executives did not support some IT project initiatives, especially those at the national level,
because of concerns that the IT changes would undermine their power or present them with more
responsibilities. Furthermore, this study found that lack of TM support for IT project
implementation also manifest in situations of changing top managers. That is, newly appointed
TM would often seek to change the strategic direction of organisation resulting in adverse impacts
for any projects being implemented.
7.3.2.4 TM knowledge of IT
The finding to emerge from the qualitative data is that TM knowledge of IT and its role in the
success of the organisation differed among managers and across organisations. It was noted by
the participants that the Saudi government had a clear agenda to ensure Managers in the public
sector organisations have knowledge of IT and experience in technology project. In turn, the
participants presented mixed views on the success of this agenda. In the main, the participants
described TM knowledge of IT in positive terms, pointing to their interest in and knowledge
about the importance of IT’s role in achieving organisation success. According to many
participants, this TM's interest in and knowledge of IT is better than previously. However, the
participants also described TM knowledge of IT as being limited in some instances to identify
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the needs of the organisation and to use the language of IT effectively to reach agreement on the
preferred outcomes.
The better awareness overall of IT by TM arguably reflects the shift in understanding in Saudi
Arabia of IT's central role in “building an information-based society” and facilitating progress
and prosperity in general (Almajed 2017, p. 5). Although knowledge of IT among TM in the
Saudi public sector organisations is ‘better than it used to be’ as stated by one participant, it
nonetheless emerged that a disparity still exists in the levels of awareness of the importance of IT
demonstrated by TM across the organisations. The implications of these different levels of
knowledge relate to the capacity for effective communication to take place between IT Managers
and other Senior Executives. In particular, around technology-based issues and solutions as well
as the ability of TM to accurately determine the organisation’s IT needs and IT project outputs.
7.3.3 Business-IT strategic alignment and its relation to IT project planning quality
As previously established, this study explores the impact of Business-IT strategic alignment on
the quality of IT project planning (RQ3). The participants were asked during interview to
comment on the factors affecting IT project quality, implementation, and success in their
organisations. Project quality encompasses the procedures, processes, and activities that define
the IT projects.
7.3.3.1 Impact of business-IT strategic alignment on IT project planning quality
This study found many participating organisations experienced significant challenges during the
implementation of IT projects, thus impacting IT project planning quality. As revealed in the by
the participants during interview, the challenges around IT project planning were often related to
the general lack the competence of staff members in the organisations to implement IT projects
(unlike in some private sector organisations), changes of leadership (i.e., the main decision
maker), and an over-reliance on the IT Department to analyse business requirements due to the
lack of a department specialising in business development.
Current research evidence shows a significant relationship between quality-oriented strategic
alignment between the business and IT domains of an organisation with overall business
performance (Coltman et al. 2015; Ilmudeen et al. 2019). As such, the practical implication of
this relationship is that IT project planning which aligns with business planning can support a
more robust combination of business and IT strategies (Ilmudeen et al. 2019). Given that many
of the public sector organisations in this study were found to not have an operational Business
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Development Department, it is arguably not surprising the participants drew attention to
communication issues between work groups and the IT Department in the organisations and the
adverse effect this had on the quality of IT project outputs.
Previous research on how Business-IT strategic alignment may influence organisational
performance suggests that particular business strategies can in fact require particular IT strategies
for a certain type of improvement in business performance to be achieved (Li and Tan 2013).
Moreover, the better the alignment between Business and IT strategies the more superior the
business performance (Ilmudeen et al. 2019, p. 457). This was evidenced to some extent in the
finding reported in this study the lack of Business-IT strategic alignment in some of the public
sector organisations and the subsequent breakdowns in both the technical and social dimensions
of the strategic alignment. As reported, this led to constant pressure from non-IT Managers
particularly to rush to achieve IT project outcomes which, as some participants indicated,
impacting negatively on IT project planning and the potential for success.
7.3.4 The effect of organisational characteristics
An aim of this study is to explore the impact of organisational characteristics on business-IT
strategic alignment and the quality of IT project planning. Towards this aim, the participants were
asked during interview to comment on two organisational characteristics: organisational structure
and organisational culture in terms of the extent to which they support the strategic alignment
goals of the organisation.
7.3.4.1 Organisational structure
The internal structure and capabilities of an organisation are key factors for consideration when
determining both business and IT strategies and thus for achieving Business-IT strategic
alignment (Henderson & Venkatraman 1993).
In the qualitative component of this study, the participants were asked for their views on the
extent to which the structure of their organisation in terms of design, decision-making pathways,
communication mechanisms, and employee responsibilities, and the like supported the goals of
the organisation. The participants indicated that the organisational structure had an impact on IT
project planning via the interventions of Senior Managers, the distribution of powers, the
designation of tasks, and the types of IT choices made.
It was acknowledged by the participants that government organisations in Saudi Arabia have a
traditional structural of a hierarchical chain of command and bureaucratic leadership. However,
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it emerged that the hierarchical and bureaucratic aspects of the organisational structure sometimes
created obstacles or challenges to quality IT project planning. Several participants reported that
within the traditional structures of their organisations was evidence of the duplication of tasks
and responsibilities across different departments and units, poor communication processes, and
instability around strategic planning due to changes in the appointment of a new CEO or GM.
Regarding IT projects specifically, the level of support for IT often depended on the decision
maker’s level of IT experience and knowledge, with some organisations subsequently not
understanding the role, capabilities, and services that IT could provide. Moreover, the lack of a
Project Manager in some organisations impacted the quality, output and success of projects.
7.3.4.2 Organisational culture
As revealed by the participants, although employee awareness of IT solutions and IT innovations
is improving in Saudi public sector organisations, it is generally viewed by TM as inadequate in
the context of the transition towards e-services. Several factors were identified as contributing to
this outcome including the inadequacy of current recruitment and employment systems to raise
productivity and the fear of change by managers leading to resistance to initiating IT-led change
due to the fear of loss of powers.
Moreover, a reason cited by several participants for the lack of a robust relationship between
organisational culture and IT project planning quality is the failure of government departments
to promote and support a culture of innovation and creativity in their organisations. In particular,
it was revealed: rewards and incentives systems in the organisation often did not encourage
creativity and innovation; recruitment of new employees was often based on relationships rather
than on qualifications and competencies; and Senior Executives sometimes did not encourage
change and innovation for fear of losing authority or having to assume additional responsibilities,
just to name a few. In turn, this had the effect at times of generating employee resistance to
pursuing technological solutions and of constraining the maturity of the culture within the
organisation towards valuing creativity and innovation more highly.
Both the theoretical and research literature on organisational culture point to the requirement of
certain ‘conditions’ within the organisation if a culture of creativity and innovation is to be
established. These conditions include, but are not limited to, employee alignment with the values
of the organisation, the extent to which the employee voice is valued in change planning and
implementation, inspirational leadership, and the nature of the social system (e.g. interpersonal
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relationships, communication pathways etc.) within the organisation (Ali Taha et al. 2016;
Kremer, Villamor & Aguinis 2019).
7.3.5 Impact of Quality IT project planning on IT project outcomes
As previously mentioned, RQ4 in this study concerns the impact quality of IT project planning
on key organisational outcomes; namely, organisational performance, service innovation, and
operational excellence. To examine these relationships, the participants were asked to provide
their views on, and insights into, how IT project planning quality in their organisation affected
these three outcomes.
7.3.5.1 Organisational performance
During interviews, the participants indicated that the Saudi public sector organisations were
generally not aiming to invest in IT projects to improve financial performance, but rather to
provide services to improve organisational performance around customer satisfaction. This
finding is reflected in the findings reported in the broader research literature. Kallunki, Laitinen
and Silvola (2011) for example found that new technology adoption (i.e. ERP) by 70 large
organisation in Finland was correlated to an increase in customer satisfaction outcomes by way
of improved sales and services efficiencies, reduced cycle time, and after sales services. Based
on their results, the authors drew a connection between improved customer satisfaction, increased
sales grow, and enhanced business value (Kallunki et al. 2011).
However, it also emerged that the participating organisations in this study were not actively
measuring the ROA for their IT investments. This approach is contrary to the general view
expressed in the literature that IT projects are typically undertaken to improve the financial
performance of the company by improving its capabilities to respond effectively to changing
market conditions (Parto et al. 2016). Indeed, findings from previous research support the
potential for such financial benefits. Ali, van Groenendaal and Weigand, (2020) recently reported
for instance that firms in Pakistan which invested in enterprise resource planning (ERP)
technology performed better on key financial performance indicators: ROE, ROA, ROI capital
and costs of goods sold to sales compared to non-adopter firms. Given the planning and
implementation of IT projects in both public and private sector organisations is generally viewed
to be about promoting efficiency to achieve productivity – and therefore financial –
improvements (Parto, Sofian & Saat 2016), it may be asserted that the Saudi public sector
organisations may not be optimising IT project planning for improvement. In fact, it also emerged
that financial waste was associated with IT projects in the participating organisations due to the
192

culture of employees and officials (i.e., apathy or resistance towards IT innovation) and the
approaches to budget allocations by administrators.
7.3.5.2 Service innovation
In increasingly digitised sales and service landscapes globally, service innovation relies on the
use of new technologies and data to find new ways to configure service operations and create
customer value through innovation (Peters et al. 2016). The aspects of service innovation in the
Saudi public sector organisations given focus in this study included the level of innovation, TM
support for service innovation, and the national strategy for innovation and R&D in Saudi Arabia.
Despite the general acknowledgement by participants of the importance of service innovation and
R&D, the level of innovation and development across all organisations remained low. Potentially
contributing to this outcome is the culture of the organisation and the attitude of employees,
whereby service innovation is not adequately encouraged or rewarded, and the absence of an
initiative at the national level to support innovation and development. In addition, it emerged that
it was typically the new (i.e. younger) generation of Top Managers who demonstrated an interest
in IT-led innovation. These findings are reflected in the research literature on the factors to most
influence service innovation on large organisations. A systematic review by Singh, Akbani and
Dhir (2020) for example identified both organisational and individual factors as having the
greatest influence. In terms of the organisation, organisational structure, leadership, management
support, policies and procedures, and communication mechanisms were identified as most
influential. In terms of the individual, innovation-value fit, employee competency, and use of
innovation were identified as having the most influence on service innovation creation and value
addition (Mergel 2018; Singh et al.2020).
7.3.5.3 Operational excellence
While most employees in the study organisations acknowledged the importance of pursuing
operational excellence, it was the case that many initiatives were still at the immature stage or
had not been implemented. Other factors identified by the participants as hindering operational
excellence initiatives is the lack of required infrastructures along with training provision and
incentives to employees. A recent research investigation of IT-led operational excellence
initiatives found that the main barriers to achieving ‘excellence’ outcomes included, but were not
limited to, issues with poor IT infrastructure, financial constraints, an unwillingness to adopt new
technologies / change the conventional ways, and lack of expertise and technical support in IT
(Chakraborty, Sharma & Vaidya 2020).
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7.4 Meta Inferences
Establishing the meta-inferences of the quantitative and qualitative results is an integral
component of mixed-methods research to provide a deeper and comprehensive understanding of
the research phenomenon. This study employed a convergent mixed-methods design, assigning
equal weight to the quantitative and qualitative approaches. The quantitative and qualitative data
were collected simultaneously but analysed separately. This section compares the outcomes
between the quantitative and qualitative inferences discussed above, noting and briefly discussing
the level of agreement and disagreement achieved between the results of the two research
approaches.
7.4.1 IT governance mechanisms (H1)
In this study, H1 predicted that IT governance mechanisms would have a positive significant
impact on Business-IT strategic alignment. IT governance refers to decision-making rights and
the “accountability framework that encourage desirable behaviour in IT use” (Levstek, Hovelja
& Pucihar 2018, pp. 290–291). As such, it is associated with multiple outcomes including
organisational effectiveness, compliance to legal and regulatory requirements, meeting
stakeholder needs, and reacting to internal and external pressures to demonstrate good returns on
IT investment (Rusu & Gianluigi 2017).
The quantitative results provide evidence that IT governance mechanisms in the participating
organisations improves their Business-IT strategic alignment. Moreover, the qualitative findings
suggest that IT Project Steering Committees particularly played an important role in establishing
the tone of the business-IT relationships, its alignment, and the areas to be given prioritisation.
Therefore, the results of the quantitative and qualitative approaches are consistent in their
assessment of the positive impact of IT governance on Business-IT strategic alignment in the
participating Saudi public sector organisations.
7.4.2 TM characteristics: Strategic business planning (H2a/b)
H2a examined the moderating effect of TM participation in business planning on the relationship
between IT governance mechanisms and Business-IT strategic alignment. The qualitative
findings suggested that TM participation in business planning was often ad hoc, with related
Managers not always invited to attend and participate in strategic planning and design meetings.
However, this should not automatically be interpreted as failing to have a moderating effect on
the relationship between IT governance mechanisms and Business-IT strategic alignment. The
194

quantitative results provide evidence that TM participation in business planning did in fact have
a moderating effect on the relationship in the participating organisations.
It was also predicted that TM participation in business planning has a positive significant impact
on Business-IT strategic alignment (H2b). A business plan is conceptualised as the ‘roadmap’ for
the business in terms of operational, financial and marketing perspectives. The quantitative
results provide evidence that TM participation in business planning did not significantly impact
Business-IT strategic alignment (H2b). The qualitative findings also suggest that TM in the
participating organisations was not highly involved in business planning overall. Therefore, the
results of the quantitative and qualitative approaches are consistent.
7.4.3 TM characteristics: Strategic IT planning (H3a/b)
H3a examined the moderating effect of TM participation in strategic planning on the relationship
between IT governance mechanisms and Business-IT strategic alignment. The qualitative results
provide evidence that TM participation in strategic planning potentially impacted the relationship
in both positive and negative ways. That is, while the level of participation in strategic IT planning
by TM in the organisations was below what might reasonably be expected, the contributions of
TM nonetheless still helped to achieve the strategic goals of the organisation. However, the
positive contributions should not be interpreted as having a moderating effect on the relationship
between IT governance mechanisms and Business-IT strategic alignment in the organisations.
This is because the evidence to emerge from the quantitative results did not show a significant
moderating.
The prediction that TM participation in strategic planning has a positive significant impact on
Business-IT strategic alignment was examined in H3b. Strategic business planning is typically
conceptualised as the processes around determining and developing a direction for the business
related to its mission, vision, values and goals. Disagreement between the quantitative and
qualitative results emerged in this study. That is, the quantitative results provide evidence that
TM participation in strategic planning significantly and positively impacted Business-IT strategic
alignment in the participating organisations. However, the qualitative findings suggest that TM
in the participating organisations was not highly involved in strategic planning overall. This
implies that the extent to which TM participation in strategic planning can facilitate better
Business-IT strategic alignment is limited in some organisations.
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7.4.4 TM characteristics: TM support (H4a/b)
The moderating effect of TM support on the relationship between IT governance mechanisms
and Business-IT strategic alignment was examined in H4a. The qualitative findings suggest that
TM provided “almost complete support” for IT projects. While such support was not always
perceived to be completely satisfactory, it was generally regarded as being better than it was in
the past. However, this should not automatically be interpreted as achieving a moderating effect
on the relationship between IT governance mechanisms and Business-IT strategic alignment. The
quantitative results provide evidence that TM support did not moderate the relationship in the
participating organisations.
This study also predicted that TM support has a positive significant impact on Business-IT
strategic alignment (H4b). TM support refers in general to the way and extent that Managers in
the organisation get behind projects and initiatives in terms of funding, resources allocation and
prioritisation. Notably, low TM support for the use of IT has been an ongoing concern in Saudi
organisations (Al-shehry 2009). The quantitative and qualitative results show agreement on the
nature of this relationship in the participating organisations. Specifically, the quantitative results
provide evidence that TM support significantly impacted Business-IT strategic alignment in the
participating organisations. The qualitative findings also suggest that TM support for IT projects
in the public sector organisations was good or that it had improved, and that such support
facilitated the progress of IT projects in terms of their alignment with business goals.
7.4.5 TM characteristics: Knowledge of IT (H5a/b)
The moderating effect of TM knowledge of IT on the relationship between IT governance
mechanisms and Business-IT strategic alignment was examined in H5a. The qualitative findings
revealed evidence of differences in the extent of TM knowledge of IT among managers in the
organisations. Moreover, although TM knowledge of IT was generally described in positive
terms, some limitations were identified around TM’s ability to use the language of IT effectively
to reach agreement on the preferred outcomes. However, this should not automatically be
interpreted as having a moderating effect on the relationship between IT governance mechanisms
and Business-IT strategic alignment. The quantitative results provide evidence that TM
knowledge of IT did not moderate the relationship in the participating organisations.
Moreover, H5b predicted that TM knowledge of IT would have a positive significant impact on
Business-IT strategic alignment (H5b). In the context of IT projects, TM knowledge of IT is a
crucial element in TM support and commitment to IT project success as it underpins TM’s
196

willingness to “champion projects … and to allocate the resources required for IT projects
success” (Almajed 2017, p. 57). The quantitative and qualitative results are only somewhat
consistent on this relationship. For instance, the quantitative results provide evidence that TM
knowledge of IT positively and significantly impacts Business-IT strategic alignment, whereas
the qualitative findings suggest that TM knowledge of IT and its importance differed among
managers and across organisations, with many Managers lacking the desired knowledge of IT. It
was noted by the participants, however, that there was much better awareness overall than in
previous years, suggesting a relative positive impact on strategic outcomes.
7.4.6 Business-IT strategic alignment and IT project planning quality (H6)
There was disagreement between the quantitative and qualitative results regarding the prediction
in H6 in this study that Business-IT strategic alignment would have a significant positive impact
on the quality of IT project planning. This prediction was supported by the evidence to emerge
from the quantitative results, however the qualitative findings revealed that the quality of IT
planning in the participating organisations was often diminished due to several factors. They
included managers’ lack the competence and ability to implement IT projects, constant pressure
to see results and a sense of urgency to implement projects.
7.4 7 The effect of organisational structure (H7a/b)
H7a examined the moderating and direct effect of organisational structure on the relationship
between Business-IT strategic alignment and IT project planning quality. The qualitative findings
suggest that the structure of the participating organisations was demonstrated through the
interventions of Senior Managers, the distribution of powers, the designation of tasks, and the
types of IT choices made. It also suggests that these aspects of organisational structure have
shown improvement over time, but that they still, at times, contribute to obstacles or challenges
to achieving quality IT project planning. This was due in part to the lack of a Project Manager in
some organisations, task duplication, and poor communication processes just to name a few.
Nonetheless, the quantitative results provide evidence that the organisational structure in the
participating organisations did not have a moderating effect on the relationship between IT
governance mechanisms and Business-IT strategic alignment.
This study also predicted that organisational structure has a positive significant impact on the
quality of IT project planning (H7b). Regarding organisational structure, this refers to the
infrastructures and system in place to coordinate workplace activities to achieve organisational
objectives (Al-shehry 2009; Maduenyi et al. 2015; Nene & Pillay 2019). Such activities include,
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but are not limited to, employee rules and responsibilities, the flow of information across different
levels and departments within the organisation, operational rules in place, and the dynamics
underpinning the distribution of power (Bradley et al. 2012; Maduenyi et al. 2015; Reynolds &
Yetton 2015). The quantitative results provide evidence that the structure in the participating
organisations significantly and positively impacted IT project planning quality. The qualitative
findings revealed however that the participants viewed the structures of their organisations as
contributing to negative outcomes such as the duplication of tasks and responsibilities, poor
communication processes, and unstable strategic planning. Therefore, the results of the
quantitative and qualitative approaches on this issue are inconsistent.
7.4.8 The effect of organisational culture (H8a/b)
H8a examined the moderating and direct effect of organisational culture on the relationship
between Business-IT strategic alignment and IT project planning quality. The qualitative findings
provide evidence that the internal cultures of the participating organisations were primarily at the
immature stage in terms of strengthening the relationship between Business-IT strategic
alignment and IT project planning quality but transitioning towards greater maturity. The
evidence suggests the immaturity was related to cultural aspects such as recruitment and
employment systems to raise productivity, managers’ resistance to change, and the failure of
departments to better promote innovation and creativity. However, evidence of the presence of
immature organisational cultures should not automatically be interpreted as having a moderating
effect on the relationship between Business-IT strategic alignment and IT project planning
quality. The quantitative results provide evidence that the culture in the participating
organisations did not have a moderating effect on this relationship.
It was also predicted that organisational culture has a positive significant impact on the quality
of IT project planning (H8b). In this study, the culture in an organisation is comprised of both
observable elements such as workplace routines/practices, communication pathways, dress codes
and the like as well as unobservable elements such as employees’ values attitudes and
assumptions (Al-shehry 2009). The quantitative results provide evidence that the culture in the
participating organisations favourably impacted IT project planning quality. The qualitative
findings revealed however that the participants regarded the culture of their respective
organisations to negatively impact IT project strategic planning due to in large part to the inability
of government departments to promote and support a culture of innovation and creativity in their
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organisations. Therefore, the results of the quantitative and qualitative approaches on this issue
are inconsistent.
7.4.9 IT project planning quality and organisational performance (H9)
H9 in this study predicted that the quality of IT project planning has a positive significant impact
on organisational performance. Organisational performance is defined in terms of how the
resources and capabilities of the organisation functional competitively (Reynolds and Yetton
2015, p.105). Organisational performance is thus related to business value by way of the
capabilities of the organisation to collect, integrate, and utilise resources to generate and capture
value (Reynolds & Yetton 2015).
The quantitative results provide evidence that a favourable relationship exists in the participating
organisations between IT project planning quality and organisational performance impact.
However, the qualitative findings revealed evidence that the association between IT project
planning and improvements to organisational performance were with regard to customer
satisfaction outcomes only and not to financial performance. Therefore, the results of the
quantitative and qualitative approaches are somewhat consistent.
7.4.10 IT project planning quality and service innovation (H10)
This study predicted that the quality of IT project planning will have a positive significant impact
on service innovation in the participating organisations (H10). Service is recognised “as the
fundamental basis of economic exchange” and is thus central to the interactional value creation
process (Peters et al. 2016, p. 138). In turn, service innovation can be categorised not four types:
process-based, output-based, experiential, and systemic (as Helkkula, Kowalkowski & Tronvoll
2018). The quantitative results provide evidence that IT project planning quality improved service
innovation. The qualitative findings suggest however, that the participants regarded the level of
service innovation and development in their organisations to be low due in some degree to
organisational cultures that do not adequately encourage, support, or rewarded innovation and
development initiative by employees. Therefore, the results of the quantitative and qualitative
approaches are inconsistent.
7.4.11 IT project planning quality and operational excellence (H11)
H11 in this study predicted that the quality of IT project planning in the participating
organisations has a positive significant impact on operational excellence. Operational excellence
refers to the ways in which the processes and systems in the organisation reinforce its internal
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structures and facilitate the achievement of organisational objectives (Chakraborty et al. 2020).
The quantitative results provide evidence that IT project planning quality improved operational
excellence. The qualitative findings provide evidence to suggest a different view by employees
in these organisations. Namely, that many initiatives in their organisations to pursue operational
excellence via IT project implementation were still at the immature stage or had not been
implemented due to the lack of required infrastructure. Therefore, the results of the quantitative
and qualitative approaches are inconsistent.
7.5 Integrative Inferences
The point of focus in this research is the determinants of business value related to IT projects in
public-sector organisations in Saudi Arabia. The determinants are investigated from a BusinessIT strategic alignment perspective and are framed around four salient factors as emergent from
the literature: the impact of IT governance mechanisms (RQ1), the effects of TM characteristics
(RQ2), the impact on IT project planning quality as moderated by organisational characteristics
(RQ3), and the impact on IT project planning quality based on IT project outcomes (RQ4).
Previous studies and literature from the field suggests IT is a strategic resource that can be utilised
for the creation of business value (e.g. Bytheway 2014; Malyzhenkov & and Ivanova 2017).
Regarding the alignment of IT and business strategies specifically for business value creation,
the existing literature further points to pay-offs for organisations across multiple aspects including
ROIs, revenue growth, enhanced organisational performance, and increased competitiveness (e.g.
Tallon & Kraemer 1999; Yayla & Hu 2012; Coltman et al. 2015).
The research model developed in this study to explain business value creation related to IT
projects is described in the introduction of this chapter. It includes both reflective and formative
indicators combined with exogenous (independent) and endogenous (dependent) variables to
posit a relationship between IT project processes and planning quality in Saudi public-sector
organisations impacts value outcomes for the organisations. Seventeen hypotheses were
formulated in the proposed model to explain business value creation at the process and
institutional levels.
A convergent mixed-methods study approach was implemented, with quantitative data collected
via survey and qualitative data collected via interview. Both data collection processes occurred
simultaneously. As such, this study contributes a holistic view of the research phenomenon by
comparing and contrasting the survey and interview results on potential business value creation
in the selected organisations.
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As suggested by this research model, the different variance levels and substantive path
coefficients (i.e., IT governance mechanisms) enabled Business-IT strategic alignment and
quality of IT project planning. This was found to increase organisational performance, service
innovation, and operational excellence at about 58%, 54%, 50%, respectively. These findings
have substantive implications for SA public sector organisations implementing IT governance
practices. In particular, the need to focus on IT governance needs to create optimal strategic
alignment and high-quality IT project. planning.
7.5.1 IT governance mechanisms, business-IT strategic alignment and business value
creation
As suggested by the model, IT governance mechanisms positively influence Business-IT strategic
alignment and business value creation. Governance in its broad sense considers the role of the
board of directors or executive staff and how they represent and protect the interests of the
organisation through their decision making, monitoring and encouraging practices (Levstek et al.
2018). When considering the survey and interview data together, there is an apparent consistency
in the findings. Given the increasing importance of IT for organisations, it is arguably not
surprising to see decision making around IT shifting in many entities “from the IT Department to
management Boards and Senior Management Executives” (Levstek et al. 2018, p. 287). However,
it should not be forgotten that the fast-paced nature of developments in technology, the disruptive
capacities of ICTs, and the emergence of new digital-based business models require new and
adaptive business and IT governance practices (Marolt et al. 2016; Levstek et al. 2018).
During the interviews, the respondents indicated that the Steering Committees for IT project
planning and implementation in their organisations are composed mostly of IT Department and
Financial Department staff. However, the generally small number of Committee members was
regarded by some employees in the organisations as potentially leading to inappropriate decision
making and risk taking. This has clear implications given that IT governance mechanisms must
both align IT with the organisation’s objectives as well as extend upon the organisation’s strategy
(Rusu & Gianluigi 2017; Rusu & Jonathan 2017). IT governance decisions by management relate
to both IT applications and IT infrastructure and are invariably impacted by internal and external
strategic drivers (Tiwana & Kim 2015). Furthermore, through the processes of meeting IT goals
and mitigating IT risks, IT governance mechanisms in the organisation play a foundational role
in monitoring employee and business performance to effectively drive strategic alignment
between the organisation’s IT and business needs (Rusu & Gianluigi 2017).
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Hence, for IT governance mechanisms to positively impact on Business-IT strategic alignment
the decision making around IT applications and infrastructures must consider the broader
organisational environment and the peripheral knowledge of IT demonstrated by different
departments (Tiwana & Kim 2015). As such, this points to the assertion by Van Grembergen and
De Haes (2018) of the importance of the ability of IT governance mechanisms to improve
business performance and generate business value. To achieve IT benefits and subsequently to
create business value, organisations need effective and successful IT governance mechanisms
that follow and adapt to emergent business needs (Levstek et al. 2018). It is therefore perhaps not
surprising that the 2016 Society for Information Management SIM IT Issues and Trends Study
conducted by MIS Quarterly Executive found that IT governance and strategic alignment are
ranked by organisational executives as the most important managerial and organisational
challenges (Kappelman et al. 2017).
IT governance also refers to the place of decision making and the rights and accountabilities
around the decision making related to IT outcomes within the organisation (Levstek et al. 2018).
In particular, it is understood to be fundamentally tied to the capacity of IT to deliver value to the
business as well as to mitigate IT risks. As Levstek et al. (2018, p. 286) explain, there has been a
significant change in the role of IT in modern organisations “from office and process automation
to value aggregation and innovation through its use.”
The capacity of IT governance to deliver such business value is driven by the alignment of IT
and business strategies, whereas IT governance-led risk mitigation is driven by increased
accountability in the organisation (Levstek et al. 2018). For IT governance mechanisms to
maximise business value via Business-IT strategic alignment they must therefore ensure that
resources are effectively controlled, and appropriate performance and risk management protocols
are in place (Levstek et al. 2018). Those leading the IT governance in the organisation must
therefore be proactive with a focus on the core functions and competencies of the organisations
(Grembergen & Haes 2018).
7.5.2 TM characteristics, business-IT strategic alignment and business value creation
The present study also suggests that the influence of TM characteristics on Business-IT strategic
alignment is indirect via the coordination of organisations processes. TM participation in business
and IT strategic planning, support for IT projects, and knowledge of IT were chosen for
observation. The result in this study regarding the moderating effect of TM participation in
strategic business planning on the relationship between IT governance mechanisms and Business202

IT strategic alignment is generally consistent with previous studies. Conversely, the evidence
emergent in this study that such TM participation did not positively impact Business-IT strategic
alignment is contrary to previous findings. This highlights the key role that TM can play in IT
project planning and Business-IT strategic alignment in the business value creation process
(Kearns & Sabherwal 2006; Wu et al. 2015).
The involvement of TM in strategic business planning and its potential impact on Business-IT
strategic alignment in organisation is explained by Chao and Chandra (2012). That is, business
planning is fundamentally about sharing information, generating new knowledge, developing a
pathway towards achieving the goals of the organisation, all of which help to facilitate BusinessIT strategic alignment. As such, participation by TM in this process is linked to the formulation
of objectives and the designing of a roadmap for success as well as to the efficiency and
effectiveness of outcomes related to strategy implementation (Kearns & Sabherwal 2006).
Moreover, TM participation in business planning (and knowledge of IT as discussed below) is
tied to TM’s capacity to control the processes around the formulation and implementation of the
IT strategy and its relationship to Business-IT alignment (Wu et al. 2015).
The results in this study that TM characteristics including participation in strategic IT planning,
support for IT projects, and knowledge of IT did not moderate the relationship between IT
governance mechanisms and Business-IT strategic alignment but did positively impact BusinessIT strategic alignment is generally consistent with the discussion of the literature in the field.
Lack of engagement by TM in IT projects or actual resistance to the change IT project promotes
are clearly identified in the research literature as a potentially significant contributing factor to
project failure (Hughes, Rana & Simintiras 2017). As Schryen (2013) explains, a causal
relationship exists between an organisation’s approaches to IT investment and development and
an increase in business value as a result of an increase in productivity outcomes. The author does
note, however, that the nature of this correlation varies widely among organisations. Nonetheless,
given that the business value created by IT investments are generally only made evident over the
long term (Malyzhenkov & and Ivanova 2017, p. 161), it may reasonably be asserted that the
level and consistency of support for IT projects by TM in Saudi public sector organisations
emerges as a strong determinant of the business value of IT projects realised in these
organisations.
Moreover, the level of TM participation in both business planning and strategic IT planning will
likely be highly influenced by TM knowledge of IT. Indeed, it has long been acknowledged in
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the academic and industry literature that the extent to which TM values, acquires, and shares
knowledge can have a significant impact on innovation and organisational performance (Almajed
2017; Singh et al. 2019). Regarding IT specifically, TM knowledge of IT and the centralisation
of IT decisions are considered key factors affecting the alignment of business and IT strategies
(Kearns & Sabherwal 2006). Such knowledge typically refers to IT assets themselves as well as
of the strategic potential and opportunities “to develop and exploit technology for the benefits of
organizations” (Singh et al. 2019, p. 4). In turn, when TM has sufficient knowledge of IT and
some experience in implementing IT projects, there is greater likelihood of increasing the
commitment of employees to achieving the IT project outcomes and to satisfactorily resolving
any issues during project implementation (Hung, Chen & Wang 2014). Hence, lowlevel knowledge of IT by TM can diminish attempts to strengthen the relationship between IT
governance and Business-IT strategic alignment Elbashir et al. (2013) and thus reduce the
likelihood of business value creation.
7.5.3 Business-IT strategic alignment, IT project planning quality and organisational
characteristics
There was disagreement between the quantitative and qualitative findings in this study regarding
the impact of Business-IT strategic alignment on the quality of IT project planning. This may be
explained to some extent by what Ilmudeen et al. (2019, p. 457) refer to as the “multiple
dimensions” of Business-IT strategic alignment. For instance, there is a technical dimension that
aims to align IT functions with business strategy as well as a social dimension that aims to align
human interactions with business and IT domains. In turn, how the alignment within this different
dimension intersects impact on business performance, including the quality of IT project
outcomes. In the case of strong alignment, Alsudiri, Al-Karaghouli and Eldabi (2013) explain,
there is the potential for both improved technical performance and human performance due to a
stronger focus on the goal and objectives when planning and executing projects.
The RBV theoretical perspective may also help to explain the disagreement. The central premise
of the RBV is that the resources and capabilities of the organisation are its primary drivers of
competitive advantage (Donnellan & Rutledge 2019). In terms of IT resources specifically, it has
been established previously in this thesis that these go beyond IT infrastructure components to
also include the IT skills of technicians and managers and how effective they are at supervising
the deployment of the resources (Coltman et al. 2015). Deployment in this context has strategic
overtones whereby Business-IT strategic alignment implies the deployment of IT resources in
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such a way as to strengthen competitiveness, generate revenue growth and maximise return on
investment – all business strategy domains (Yayla & Hu 2012). Organisations with strong IT
capabilities are considered better able to utilise them to support business planning and thus
develop stronger alignment between Business-IT strategies (Jorfi, Nor & Najjar 2017). This
alignment can then be a determinant of business value related to IT projects according to RBV
theory because an organisation’s resources drive its design, production and distribution
capabilities and the potential to lower its costs (Ilmudeen et al. 2019, p. 457). In this way,
alignment between IT and business functions can be viewed as organisational asset that is integral
to business performance (Gerow, Grover and Thatcher 2016).
Dynamic capabilities theory may also help to explain the disagreement between the quantitative
and qualitative data outcomes. Similar to the function of organisational resources in the RBV, the
capabilities of the organisation are considered fundamental to the creation of value in an
organisation (Gerow et al. 2015). However, given the constantly changing nature of the IT
environment in which the Saudi public sector organisations operate, their ability (i.e. dynamism)
to reconfigure their capabilities and competencies to address rapidly changing needs and demands
may not always be timely. Moreover, given Ilmudeen et al.’s (2019) assertion of both technical
and social dimensions to Business-IT strategic alignment, the degree of strategic alignment
between organisational elements may be defined according to the balance achieved between these
sometimes competing dimensions (van de Wetering et al. 2018). As such, disagreement in
perceptions may emerge regarding the extent to which the different dimensions of strategic
alignment impact on quality IT project planning.
Two complementary organisational characteristics are also included in the research model:
organisational structure and organisational culture. This study found that neither of these
characteristics had a moderating effect on the relationship between Business-IT strategic
alignment and IT project planning quality. This is contrary to the findings reported in previous
studies. Furthermore, there was disagreement between the quantitative and qualitative findings
in this study regarding the impact of both organisational structure and organisational culture on
the relationship between IT project planning quality.
To explain the disagreement related to organisational structure, it is important to consider the
strong association between the structure of the organisation and the organisation’s capabilities
and performance (Wilden et al. 2013). Organisational structure is sometimes described as “the
single most critical part of ensuring that the organization achieves its organisational objectives”
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(Nene & Pillay 2019, para. 10). In turn, as Root (2019) points out, lack of employee loyalty to
the department, changeovers in management, and confusion around organisational goals can
easily present critical challenges to the effectiveness of an organisation’s structure. Indeed, the
stresses that a change of management can place on organisational practices if a different
management style is introduced and the misalignment that can emerge between processes and
objectives when departments are not communicating effectively can limit the impact of the
organisation’s structure on operational outcomes (Root 2019).
The dynamic capabilities theoretical view also helps to explain the disagreement between the
quantitative and qualitative findings on the impact of organisational structure on the relationship
between IT project planning quality. A key assertion in the dynamic capabilities view is that
project success in organisations operating in competitive environments requires higher-order
capabilities that enable the organisation to be agile, flexible, and adaptive (Bernroider, Wong &
Lai 2014). Hence, an organisation needs an adaptive structure and internal processes that allow
it to modify its baseline capabilities and develop and integrate of new resources and technologies
to ensure the project can capture and respond to market opportunities. In turn, as Teppo and
Powell (2016, p. 4) point out, traditional organisational designs which include hierarchical
structures and routinised formal processes can in fact “stifle [an organisation’s] creativity,
initiative and market responsiveness”. In terms of IT project success more specifically, research
evidence reflects this view. As reported by Hughes, Rana and Dwivedi (2020) for example,
several aspects of the organisation’s structure have important implications for project success
including formalised role definitions, an integrated change and management method, and a
transparent resistance management process.
In terms of organisational culture, its capacity to impact IT project planning quality is largely
dependent on the key elements of the culture such as communication methods employed by TM,
employees’ attitudes towards TM, and employees’ general knowledge of IT (Al Shehry et al.
2009). These are all outcomes experienced by employees at the subjective level and may therefore
be interpreted for their quality and impact in varying ways by the employees. However, of
potentially more significance is the difference between the quantitative and qualitative data
collection processes. Several participants mentioned feeling more at ease with casting a critical
eye over aspects of their organisation’s culture and structure during the one-on-one interviews.
As a result, the participants appeared to indicate more favourable impacts of the two
organisational characteristics on IT project planning quality when surveyed, while providing a
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more realistic appraisal of the impacts during interview especially, that most of the participants
have sufficient experience in strategic planning and projects.
Notwithstanding the disagreements between the quantitative and qualitative results on this
relationship, the potential for organisational characteristics (i.e., organisational structure and
organisational culture) to impact Business-IT strategic alignment has broader implications for an
organisation’s ability to generate business value through IT projects. Previous research on how
IT can generate business value shows that the latter is often generated when IT is aligned or
complementary to the organisation’s structure ( e.g. Kearns & Sabherwal 2006), culture (e.g.
Ifinedo 2007) and/or operational aspects including communication pathways (e.g. Wagner,
Beimborn & Weitzel 2014). Certainly, an organisational culture that supports creativity and
innovation is commonly associated with organisational improvement – especially in times of
transition – and for providing a competitive advantage (Ali Taha et al. 2016). Indeed, the research
findings of Cao et al. (2016, p. 527) suggest that business value from IT projects is significantly
enhanced when the capabilities of the organisation’s systems are generated from the “synergistic
interrelations among IT and other organisational factors.” This points to the importance of
alignment between Business and IT strategies for developing systemic capabilities including the
role played by employees in shaping the development of these capabilities to create business
value (Cao et al. 2016).
7.5.4 IT project planning quality and IT project outcomes
Three endogenous (dependent) variables included in the research model examined the impact of
IT project planning quality on three organisational outcomes: organisational performance, service
innovation, and operational excellence. The results show there was disagreement between the
quantitative and qualitative regarding the impact of the quality of IT project planning on all three
of these organisational performance outcomes. Similar to the discussion in the previous section,
this disagreement is believed to be linked to the different levels of honesty the participants
adopted when answering the survey questions compared to their responses during interview.
However, it was also previously established in this thesis that a general lack of emphasis is given
to IT-led service innovation in some Saudi public sector organisations. In turn, this has
implications for both organisational performance and achieving business value form IT projects.
While IT can play a role in each of these service innovation domains, it is especially linked to
process- and output-based service innovation via value-adding phases (e.g. more convenience)
and output value (e.g. number of options for customers), respectively (Helkkula et al. 2018). This
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reflects the assertion by Trieu (2017) that organisations can obtain value from their IT tools and
systems via “a chain of necessary conditions” including those that impact organisational
performance.
7.6 Summary and Conclusion
Achieving and sustaining Business-IT strategic alignment remains a priority concern for
management in organisations. This study examined the factors to potentially impact this
alignment along with the relationship between Business-IT strategic alignment and the generation
of business value. In response to RQ1, this study found that the impact of IT governance
mechanisms on Business-IT strategic alignment in the context of IT projects in the participating
organisations was widespread. The support of TM and the CIO in the organisations for the
Steering Committees overseeing the IT project are important factors for project success.
However, the evidence suggests that the lack of robust governance mechanisms in some
participating organisations contributed to the failure of IT projects at times. Moreover, some of
the Saudi public sector organisations did not have the governance mechanisms in place to
properly determine their priorities or investments in IT projects. In such situations, the IT
governance mechanisms were thus unlikely to create business value.
This study also found that TM characteristics generally had a significant effect on Business-IT
strategic alignment and IT governance mechanisms in relation to IT projects (RQ2). The
inconsistencies around Middle Management’s involvement in business planning in the
participating organisations, along with the tendency for IT Departments to control IT strategic
planning were found to place a strain on effective governance of IT projects. However, this study
found that TM was generally supportive of IT project planning, although some managers were
resistant to pursuing IT solutions for fear of how it would impact their job role and work
responsibilities. This is likely related to the disparity in the levels of knowledge of IT among TM
and their competencies to oversee IT project implementations.
The moderating impact of organisational characteristics on the relationship between Business-IT
strategic alignment and the quality of IT project planning (RQ3) was also examined in the
participating Saudi public sector organisations. The hierarchical and bureaucratic structures of
the organisations was found to hinder the chances of IT project success due to conflicting and
overlapping powers and the duplication of tasks and responsibilities across different departments
and units. In addition, the organisational culture in terms of employee attitudes to IT project
innovation and their participation in decision making was also found to moderate the relationship
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between Business-IT strategic alignment and the quality of its IT project planning. In particular,
it was found to influence the level of training and support provided to employees to facilitate
effective IT project planning and thus the level of employee resistance to IT-driven change in the
organisations.
Lastly, this study found that the quality of IT project planning in the participating Saudi public
sector organisations had an impact on the organisation’s performance, service innovation, and
operational excellence (RQ4). Regarding organisational performance, the processes for allocating
budgets for IT projects and the limited level of investment in IT projects has impacted the point
of focus for performance improvements. Specifically, the quality of services to customers rather
than overall organisational performance is currently the priority in the organisations. However,
IT-led service innovation remains in its early stages due to the priority focus being placed on the
broader transformation of the Saudi economy. In turn, the quality of IT project planning was
found to have an impact operational excellence in the participating organisations in regard to their
generally slow approach to adopting IT-led projects to achieve innovation and the motivation of
employees to pursue operational excellence.
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CONCLUSION
Chapter Seven provided a comprehensive discussion of the key findings and inferences to emerge
from the quantitative and qualitative data analyses relevant to the determinants of IT projectbased business value creation from a Business-IT strategic alignment perspective. As the
concluding chapter of this thesis, a summary and reiteration of the main findings and their
relevance to the research questions are provided (section 8.1). This is followed by a discussion
of the contributions of this research investigation to theory (section 8.2.1), research methodology
(section 8.2.2), and practice (section 8.2.3). To support readers with their interpretation of the
findings and their implications, details of the main limitations of the study are provided (section
8.3). The implications for future research are then outlined to conclude the thesis (section 8.4).
8.1 Research Overview
This study contributes to the body of knowledge concerning the factors to affect the determinants
of business value related to IT projects in public sector organisations in Saudi Arabia. This was
achieved through its focus on answering four main questions: the impact of IT governance
mechanisms on the strategic alignment between business and IT (RQ1), the effects of top
management characteristics on the strategic alignment between business and IT and IT
governance mechanisms (RQ2), the impact of Business-IT strategic alignment on the quality of
IT project planning and moderating impact of organisational characteristics (RQ3), and the
impact of the quality of IT projects planning on IT project outcomes (organisational performance,
service innovation, and excellence operational (RQ4). A research model was developed for this
study to explain the business value creation related to IT projects, including sex main constructs
with two complementary organisational characteristics are also included in the research model.
The convergent mixed-methods approach was selected to test the hypotheses and to generate
answers to the research questions. As reported, this study found that the impacts of IT governance
mechanisms on Business-IT strategic alignment in the Saudi public sector organisations was
widespread context of IT projects. TM and CIO support for IT projects emerged as an important
factor for project success, and the lack of robust governance mechanisms in some participating
organisations contributed to project failure. As such, robust governance mechanisms that sought
to properly determine IT project priorities and/or investments were crucial to create business
value.
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TM characteristics were also found to effect on Business-IT strategic alignment and IT
governance mechanisms in relation to IT-based projects. It was noted, however, that in some
public sector organisations TM was resistant to pursuing IT solutions for fear they would
negatively impact their job role and work responsibilities. The hierarchical and bureaucratic
structures of the public sector organisations were found to potentially hinder IT project success
due to conflicting and overlapping powers and the duplication of tasks and responsibilities across
different departments and units. In addition, employee attitudes to IT project innovation and their
participation in decision making had a moderating effect on the relationship between BusinessIT strategic alignment and IT project planning quality. Indeed, IT project planning in the Saudi
public sector organisations was found to impact organisation performance, service innovation,
and operational excellence.
8.2 Research Contributions
8.2.1 Theoretical contributions
This study contributes important new insights into an understanding the factors determining
business value from a Business-IT strategic alignment perspective in the context of IT project
planning and implementation. The main theoretical contribution of this study is the development
of a new comprehensive model to test and analyse the key determinants of business value related
to IT projects using the Business-IT strategy alignment perspective in Saudi Arabian public sector
organisations as proposed in Figure 3.1. The model was validated through the quantitative
(QUAN - online survey) and the qualitative (QUAL - multiple case studies) phases of the study.
The model takes into the main factors considered by public sector organisation decision makers
and TM (executives, senior managers) to align their business and IT strategic goals and objectives
during IT project planning and implementation. Thus, this integrative model therefore contributes
to our understanding of how public sector organisations meet their goals and objectives.
This study adds to the theoretical foundations and literature in the following ways:
1. The study contributes to Resource-Based View (RBV) theory in terms of IT resources
specifically and their deployment. In this context, the contribution to theory has strategic
overtones whereby Business-IT strategic alignment implies the deployment of IT
resources in such a way as to strengthen competitiveness, generate revenue growth, and
maximise return on investment – all business strategy domains. Furthermore,
organizations with strong IT capabilities have a better leveraging capacity to support
business planning and thus develop a stronger alignment in their IT strategies (Gerow
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2011; Yayla & Hu 2012; Coltman et al. 2015; Jorfi, Nor & Najjar 2017; Donnellan &
Rutledge 2019; Ilmudeen et al. 2019).
2. In terms of the dynamic capabilities view of organisations, this theory was used in this
study to help explain the impact of the structures and capabilities in Saudi public sector
organisations on IT project planning and implementation in the context of a fast-changing
domestic economic and market environment. In turn, this study adds to the theoretical
foundations of the dynamic capabilities view by providing new insights and explanations
of how capabilities combined with resources and strategies in Saudi organisations
potentially impact operations and their competitive positions. In particular, this study
contributes to the understanding of the importance of alignment among the different
organisational level elements of its capabilities framework; namely, core capabilities,
human and material resources, and business and IT strategies to improving business value
and therefore organisational competitiveness. This has allowed this study to add to the
research evidence showing how any weaknesses the capabilities frameworks of Saudi
public sector organisations have the clear potential to result in unsuccessful project
outcomes and unsustainable competitive outcomes.
3. Previous studies have typically focused on researching the impact of business and IT
strategy alignment in organisations (see section 2.3) and the impact of IT governance
mechanisms on IT project success. This study, however, contributes to the theoretical
understanding of how both organisational characteristics and TM characteristics impact
the relationship between Business-IT strategic alignment and the generation of business
value.
4. This study adopts a different approach to that undertaken in most previous studies by
investigating the impression and opinions of external stakeholders (rather than internal
stakeholders) in order to increase reliability (see section 4.5, section 6.4 and section 6.5).
5. The key findings of this study were generated via the collection and analysis of both
quantitative and qualitative data sets. The reliability of the findings and the theoretical
explanations were enhanced by collecting data from public sector employees of various
job levels including executives and middle managers and from different departments and
divisions (Klein et al. 1994; Wu et al. 2015).
6. This study conducted longitudinal research on key antecedents of effective IT governance
mechanisms. As such, it contributes to theory by capturing crucial IT governance
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practices that positively influence Business-IT strategic alignment in organisations, IT
project planning quality, organisational characteristics and TM characteristics leading to
business value creation.
7. This study contributes to the IS literature in its study of the factors generating business
value through IT projects (Kearns & Sabherwal 2006; Cao et al. 2016). Some IS literature
includes comprehensive frameworks for analysing business value creation through IT
projects and Business-IT strategy alignment ( Kallunki et al. 2011; Coltman et al. 2015;
Rusu & Gianluigi 2017; Wu et al. 2015; Ali Taha et al. 2016; Kremer, Villamor & Aguinis
2019). Moreover, research has typically adopted a different and mutable framework to
test business value. This study contributes to theory by focusing on the role of IT projects
in the context of strategic alignment assessment and by examining the effect of
organisational characteristics (structure and culture) TM characteristics (support,
knowledge of IT, participation in business planning, and strategic IT planning
participation).
8. This empirical study add to existing literature on the relationship between Business-IT
strategy alignment, IT project planning quality, and business value. Importantly, it does
this in the context of public sector organisations in Saudi Arabia and thus addresses the
scarcity of evidence of how the models and theories apply in developing countries.

8.2.2 Methodology contribution
The methodology adopted for this empirical study in this research field was a mixed-methods
approach that included the comprehensive analysis of quantitative and qualitative data sets
used to test the hypotheses and to answer the research questions. In turn, this study makes
the following contributions to methodology:
First, this study is one of the few to provide a rigorous mixed-methods approach to investigate
IT projects as a determinant of business value using Business-IT strategy alignment as the
frame of reference. To the best of this researcher’s knowledge, it is the first study to employ a
mixed-methods design to address this phenomenon in the context of public-sector
organisations in Saudi Arabia. In particular, the study may contribute deeper insights as
suggested by Chan et al. (2006) and Wu et al. (2015).
Second, this study contributes to research methodology by providing a comprehensive analysis
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of seven selected large- and medium-size public-sector organizations in Saudi Arabia in
addition to three experts from three different global companies (see section 4.5.1 and Table
4.1)., This study thus demonstrates how this design can be utilised to provide an in-depth
understanding of business value as its relates to IT projects using Business-IT strategic
alignment. In addition, it shows how this flexible method can be used to obtain abundant
information from senior managers and specialists in public sector organisations directly to
better understand the determinants of business value creation in this field. This enabled an indepth understanding of current issues as well as access to new issues not previously considered
in empirical investigations. The multiple case study approach also provided a rich and
descriptive account of the relevant events and in-depth analysis to obtain detailed information
to explain the research issue.
Third, in addition to the qualitative approach, this study employed quantitative research
paradigms via an online survey of participants. The data collected was analysed using PLSSEM with several formative and reflective constructs addressed. This study is likely to be one
of only a few studies to include a mixture of formative and reflexive constructs (Lowry &
Gaskin 2014).
Fourth, establishing the meta-inferences of the quantitative and qualitative results is an integral
component of mixed-methods research in order to provide a deeper and comprehensive
understanding of the research phenomenon. This study employed integrative descriptive
inferences based on the qualitative and quantitative findings to inform an understanding of the
determinants of business value related to IT projects in public-sector organisations in Saudi
Arabia. This is an important contribution because, as indicated in previous studies, there is a
lack of examples of how to construct descriptive inferences in mixed-methods research
(Creswell & Clark 2007; Tashakkori & Teddlie 2010; Venkatesh Wu et al. 2013). Hence, this
study provides a good example of a methodology for future studies conducted in the same
context.
8.2.3 Research practical contributions
The key findings presented in this study make several important contributions to the field and
have practical implications for practice for organisations in general and Saudi public sector
organisations in particular.
8.2.3.1 Contribution to practice
The results show a tendency for government organizations to invest more in projects to raise
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the quality of public performance. However, they traditionally lack understanding of how to
successfully align IT projects with the overarching business strategy. This study provides
useful insights for senior executives, project managers, and professionals who often need to
make critical decisions regarding business strategy and IT projects. The findings from the
examination of the determinants of business value creation through IT projects provide general
guidance for public sector organisations in Saudi Arabia in how to structure an effective
alignment process when implementing their projects. With a thorough understanding of the
key factors affecting the implementation of the organisation's business strategy, a more
comprehensive strategy can be considered to guide the intended projects.
8.2.3.2 Contribution to Saudi Arabia and Middle East and North Africa (MENA)
The government organisations must look at four major issues:
First, decision-makers in public sectors organisations should realise the importance of ensuring
support is provided by TM and the CIO to IT project Steering Committees. This is in addition
to activating governance mechanisms in general and IT governance in particular to properly
determine the priorities or investments in IT projects within tight and strict governance.
Second, decision-makers in public-sector organisations should encourage the participation of
all stakeholders when planning and implementing the organisation’s IT strategy. This is in
addition to ensuring that the IT strategy is consistent with the organisation’s goals and
objectives. The PMO’s role should also be activated by granting the necessary powers and
necessary support.
Third, public sector organisations should consider creating a clear and flexible structure that
clearly explains all tasks and responsibilities to avoid the overlapping of tasks across
departments and divisions. The structure should consider the organisation's culture and aim to
facilitate quality improvements and cost reductions, and increased efficiency, competitiveness,
excellence, and innovation. These outcomes may be achieved via the development of an
integrated model that activates these outcomes in a flexible way to reduce the level of
employee resistance to IT-driven change in the organisations.
Finally, public sector organisations should prioritise and encourage employee-led innovation.
Employees should be offered training in how to think innovatively to improve the improve
organisational performance and the quality of goods and services. This is vital to achieving
operational excellence and to increasing returns of investment.
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8.3 Study Limitations
Notwithstanding the many contributions of this study to the field (as presented in section 8.2 ),
the key findings should be understood in relation to the follow study limitations. First, the
research was confined to a limited geographical area and business sector; namely, the public
sector in Saudi Arabi. Given that there are significant differences in the economies and business
sectors between developing and developed countries (e.g. different demographic, cultural, social,
political, administrative, and environmental factors), the findings reported in this thesis have
limited generalizability to private sector organisations in general and public sectors organisations
in developed economies more specifically.
In addition, although this study sought to minimise bias by using multiple data sources including
existing literature and triangulation of multiple data sources (Yin 2009), the research may
nonetheless suffer from bias in terms of the opinions of managers regarding the strategic plans in
their organisations and IT project success. Public sector organisation leaders face high pressure
from legislators in Saudi Arabia to deliver real transformations and developments of systems. In
turn, future findings may differ due to the organisation having undergone transformation.
Moreover, some senior managers may have chosen not to reflect the reality of their organisation’s
situation. Further studies to verify IT project success and the efficiencies of the organisation’s
business strategies may lead to a clearer and more complete picture of Business-IT strategic
alignment.
8.4 Suggestions for Further Research
Based on the findings to emerge from this study, the following suggestions for the focus of future
research are provided. Future studies should conducted to investigate other important
combinations to potentially facilitate or prevent knowledge integration and communication
between business and IT in other contexts. This includes institutional structures and their level of
knowledge, self-interest, social attachments, individual capabilities, motivation and reward
mechanisms, size and organizational structures, and regulations and policy process. Future
research should also examine how these aspects affect the integration of business and IT
knowledge, and thus the impact of IT investments on business value and performance. Moreover,
this thesis suggests that studies be conducted on the opinions of external stakeholders in order to
reflect the current ‘realities’ related to organizational performance. This will add to the evidence
based by providing an opportunity to identify convergences and divergences with previous
research findings. The study framework has been applied and revised in the context of developing
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countries. Therefore, studies conducting examinations and tests in various contextual settings will
validate the results and confirm the reliability of the study framework.
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4
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Master
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22
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3

21

Master

40

21
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5092

3
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Master
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5721

5920

Application Director
(Case 7)
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IT consultant Ernst &
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12

41
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5

18

Master
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55
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Portfolio Project
Manager PWC
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